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Introduction

In July 2004, the Indiana Utility Regulatory Commission (“Commission”) issued a Notice of Proposed
Rulemaking to add 170 IAC 4-1.2, 170 IAC 5-1.2, and 170 IAC 6-1.2 to establish new customer service
rights and responsibility rules for electric, gas, and water utilities and repeal 170 IAC 4-1-15, 170 1AC 4-1-
16, 170 IAC 4-1-16.5, 170 IAC 4-1-16.6, 170 IAC 4-1-17, 170 IAC 5-1-15, 170 IAC 5-1-16, 170 IAC 5-1-
16.5, 170 IAC 5-1-16.6, 170 IAC 5-1-17, 170 1AC 6-1-15, 170 IAC 6-1-16, and 170 IAC 6-1-17. Indiana
Gas Company, Inc. and Southern indiana Gas Company, Inc. D/B/A Vectren Energy Delivery of Indiana,
Inc. (*Vectren”) hereby submits the following comments and “red-lined” marked version of the proposed

rules in the above-captioned proceeding.

General Comments

Vectren supports the IURC’s efforts to update the customer service rights and responsibility rules
(originally developed in 1976) to reflect the current operating environment and to address the impacts
of economic and industry changes on utility customers During this period, Vectren has moved
proactively to implement customer service policy changes and to develop programs to assist our
customers. For example, Vectren reduced the maximum natural gas deposit requirement to assist
customers establishing new service or re-establishing service following a disconnection for non-
payment. Vectren has also worked with assistance agencies (by means of the Coalition to Keep
Indiana Warm) and has developed agency networks in our service territory to help address the needs
of our low-income customers. Most recently, Vectren and Citizens Gas developed and gained approval
for a Universal Service Program to assist low-income customers with their energy bills. At the same
time and despite these efforts, Vectren is aware of its customers’ struggles to pay their bills and has

seen a significant increase in the level of its bad debt. In 1992, when Vectren (then Indiana Gas) filed
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a general rate case, bad debt expense was $2,422,421. In 2004, Vectren’s general rate case bad debt
expense was $6,753,255 — an increase of over 175% in twelve years. This highlights the fact that
rising prices impact all customers in various ways. Ultimately, the effects of higher bad debt are also

felt by all customers.

A Delicate Balance of Interests

Vectren endorses a “balancing of interests,” as the Commission weighs proposed changes to existing

customer service rules -- a balance that considers the needs of customers struggling but willing to pay
their bills, as well as the interests of other rate payers and the utility. Vectren strongly supports a

| collaborative approach to such changes, that allows for input from the various constituencies affected

by those changes and that results in a final approach that resembles the outcome in other states, such

as Ohio, that have addressed this issue — help for low income customers and the ability to collect the

attendant costs of such rules.

To the extent that these revisions redefine the customer’s relationship with the utility, these rules should
also address the economic impact on the utility. Changes to current regulation (and a gradual phase-in
of proposed changes to regulations and to rate structures themselves) must be considered carefully.
For example, an analysis of the experience of another Vectren company operating in a state with rules
similar to those proposed (Ohio) indicates a bad debt increase of 100%-150% (compared to Vectren-
North). Ohio has struck the appropriate balance by instituting a special program to assist low income
customers with their bills (PIPP) that is funded by all customers, and a “bad debt” tracker that provides
the utility with cost recovery. Absent such mechanisms, Vectren’s estimated annual impact of these
proposed rules could be as much as $9M- $13M of additional bad debt and as much as $1M - $3M in
increased O&M costs. Other states have addressed the same challenges of balancing consumer
impacts of rising energy prices and customer service rights while allowing recovery mechanisms for the
utilities impacted by these rule changes. For example, Tennessee, Ohio, Utah and Maryland have
approved plans to remove uncollectible expenses from base rates and to allow recovery of same by
means of various other mechanisms. Vectren supports the same approach for Indiana. And, upon

establishment of a “bad debt” tracker, Vectren would propose that “bad debt” be removed from the base
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rates (to eliminate the potential for double recovery). And, if commodity prices were to decrease in the

future and the result is lower bad debt levels, a “bad debt” tracker would prevent over recovery, as well.

Expedited Changes to Deposit Rules and a Deliberate Approach to Other Proposed Changes
Vectren acknowledges the need to address the current deposit requirements and supports the

Commission’s effort to expedite this process. Vectren would most respectfully submit that the
rest of the proposed revisions (creditworthiness guidelines, 1/3 payment arrangements for
reconnection of service, and winter rules) take a more deliberate development path. Vectren
would request that the Commission place those remaining rule changes in a separate
rulemaking where a collaborative process might forge consensus and where an examination of
the rules in other states and the interest in maintaining. that delicate balance between the
interests of customers and the utilities can be considered and revised rules and cost recovery
mechanisms can be implemented. This Commission has in the past successfully employed

workshops to resolve other difficult issues.

Vectren Supports Changes to the Deposit Rules: 170 IAC 4-1.2-4 & 5-1.2-4

Vectren supports the proposed revision to the current deposit rules, which would decrease the
deposit amount for gas customers from 1/3" of the estimated annual bill to 1/6™ of the estimated
annual bill.  While this revision does indeed make deposits more affordable and consistent
across the different utility industries, it fails to recognize the uniquely seasonal nature of gas
consumption. On average, nearly 80% of annual residential gas utility consumption occurs over
the five month winter heating period. (Other utilities such as telephone, water, sewer and to
some extent electric, generally experience more stable consumption rates throughout the year.)
While Vectren supports this change to the deposit rules, we would respectfully request that the
IURC recognize the disproportionate financial impact this rule will have on gas utility companies

and consider an appropriate recovery mechanism for these added costs.

Vectren agrees that reduction of the deposit amount will make it easier for consumers to

establish service (particularly in this time of rising commodity costs), but Vectren also
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recognizes this approach’s increased financial risk to utilities. The uncollectible expense in
base rates for many companies was determined at a time when gas costs were much lower,
and that expense is fixed. This, combined with the length of the disconnect process under the
rules, and the fact that more payment defaults occur during the heating season when bills are
targer, will result in increased financial risks for gas utilities. Vectren strongly encourages the
IURC to consider a deposit plan that recognizes the disproportionately large gas billings during

the heating season months each year.

The revision also provides that a deposit greater than one hundred fifty dollars ($150) be made
in equal installments The example provided describes a deposit of one hundred eighty
dollars($180), to be made in three (3) installments over a three (3) month period but requires an
initial payment of only sixty dollars $60 before service is connected. In this example, the
remaining one hundred twenty dollars ($120) would actually be paid over a two (2) month
period, not three months. Because, in Vectren’s experience, deposits for service which are
billed in installments present a higher risk of not being paid in full, Vectren would request that
the IURC require that the amount of the deposit in excess of $150 be made in equal
installments, so that the $180 deposit would be paid as follows: $150 initially, and the balance
of $30 paid in two equal monthly installments of $15 each. This would continue to protect the
customer from having to pay more than $150 initially, but it would insure the utility at least one

hundred fifty dollars ($150) of deposit coverage.

Additionally, Vectren requests that the IURC eliminate the proposed revisions to Sec.4.(d)(3),
additional deposit requirements for customers disconnected within the last forty-five (45) days
for non-payment, ‘_because this proposed revision is inconsistent with those aspects of the
proposed revision which require a customer disconnected withi.n‘the past four (4) years to
provide the deposit prior to service being reconnected. Vectren requests that revisions to Sec.
4.(e)(1) state that no interest will accrue on the deposit until the deposit is paid in full. Vectren
requests that revisions to Sec. 4.(f) allow utilities to apply deposit refunds to active customer
accounts and allow utilities to hold a deposit until the final account balance has been satisfied.

Vectren requests that revisions to Sec. 4 (i) allow utilities the option of applying the interest to
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the customer’s account at the end of each calendar year or year of service and provide notice to

customers of the method the utility chooses.

Creditworthiness Guidelines: 170 IAC 4-1.2-3 & 170 IAC 5-1.2-3
The proposed revision to Sec.3.(b) must be fortified to protect against the practice of “daisy-

chaining” applications among residents of the same household, all of whom enjoy the benefit of
utility service and all of whom also avoid paying for utility service through the practice of opening
successive new services in each resident’'s name after service in another resident’s name is
disconnected for non-payment for service at the premises. Several states provide for sound
collection practices by making residents of a household responsible for utility bills incurred while

they reside at the premises. Examples of mid-west state provisions include:

Michigan:

“A utility may require a deposit as a condition of providing service to a new customer due
to any of the following provisions: The applicant was a household member during a
period in which all or part of a delinquent service account was accrued by another
household member who currently resides with the applicant, if, at the time of the request
for service, the account remains unpaid and is not in dispute”.

Hlinois:

“For purposes of this subsection, a utility may refuse to provide service if the applicant is
liable for a past due bill for utility service pursuant to Section 15 of the Rights of Married
Persons Act [ 750 ILCS 65/15], unless the applicant, at the option of the utility, pays any
past due bill and/or provides a deposit pursuant to Section 280.70 and/or enters into a
deferred payment agreement pursuant to Section 280.110.”

Ohio

4901:1-18-12 Liability for past bills

The company shall not refuse to furnish gas or electric and may not disconnect gas or

electric service on account of arrearages due it for service furnished to persons formerly

receiving services to the premises as customers of the company, provided the former
customers are not continuing to reside at such premises.

§ 4933.12. Company may shut off gas; exceptions. _

(B) The company shall not refuse to furnish gas on account of arrearages due it for gas
furnished to persons formerly receiving services at the premises as customers of the
company, provided the former customers are not continuing to reside at such
premises.

Hinois
280.50 Applicants for Service
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“For purposes of this subsection, a utility may refuse to provide service if the applicant is
liable for a past due bill for utility service pursuant to Section 15 of the Rights of Married
Persons Act [ 750 ILCS 65/15], unless the applicant, at the option of the utility, pays any
past due bill and/or provides a deposit pursuant to Section 280.70 and/or enters into a
deferred payment agreement pursuant to Section 280.110.”

750 ILCS 65/15 (a) (1)

The expenses of the family and of the education of the children shall be chargeable
upon the property of both the husband and wife, or of either of them, in favor of creditors
therefore, and in relations thereto they may be sued jointly or separately.

Vectren agrees that the proposed revision to Sec.3.(b) to allow use of a credit scoring system is
appropriate and is a much better method to determine creditworthiness than the method set out
in the current rules. Vectren’s current practice uses a credit scoring system developed for the
utility industry to assess the likelihood that a service applicant will become a serious credit risk.
This scoring system incorporates utility industry data over a 12 month performance window to
assess the energy bill payment risk of the customer.

Disconnection and prohibited disconnections: 170 1AC 4-1.2-5 & 5-1.2.5

In light of the revision allowing for payment of deposits by installment, Vectren would
respectfully request that Sec.5.(b) allow utilities to disconnect service to a customer for failure to
satisfy a deposit requirement according to the terms outlined in the rules.  This clarification
builds upon Vectren’s earlier comments regarding the need to protect against “daisy chaining”
or changing the name of the customer simply to avoid paying for utility service. Examples of
other mid-west states with similar provisions include:

Michigan:

“A current member of the customer’s household has not paid a delinquent account for
service that is not in dispute and that is owed by that person, if the customer lived at the
same residence served by the utility at the time that all or part of the debt was incurred
by the current member of the customer’s household.

Hinois:

‘A utility may discontinue service when any customer fails to do any of the following:

A) make a deposit or increase a deposit pursuant to Section 280.70 herein.

B) Pay a past due bill owed to the utility for the same class of service furnished at the
same or at another location. For purposes of this subsection, a utility may
discontinue service if the current customer is liable for a past due bill for utility
service pursuant to Section 15 of the Rights of Married Persons Act [750 ILCS
65/15], unless the customer, at the option of the utility, pays any past due bill and/or
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provides a deposit pursuant to Section 280.70 and/or enters into a deferred payment
agreement pursuant to Section 280.110;”
Vectren requests that the proposed revisions to Sec.5.(d) be eliminated and that the current
rule, which allows utilities with Saturday service hours to perform disconnections of service until
3 p.m. on Fridays, remain in effect. Vectren also requests that the additional customer
notifications proposed be included in the pamphlet furnished under 170 IAC 4-1-18 and not with

every disconnection notice.

Payment arrangements and reconnection of service: 170 IAC 4-1.2-6 & 5-1.2-6

Vectren provides customers with multiple notifications and ample opportunity to request and
receive a payment arrangement in advance of disconnection of service. Customers should be
required to pay the full balance owed following disconnection for non-payment. Vectren
requests that the proposed revision, which would allow a customer disconnected for non-
payment to enter into a payment arrangement with an initial payment of 1/3™ the balance owed
and be reconnected for service fundamentally alters the utility --customer relationship by

allowing a customer to be reconnected for payment of only 1/3™ of the balance.

In Vectren’s experience, as many as 70% of payment arrangements are broken by customers,
so this revision would increase field operating costs by requiring multiple disconnections of the
same customer. To the extent that this revision does not specifically allow for a deposit to be
assessed, it also increases financial risk to the utility and it is inconsistent with those aspects of
the revision which require a customer disconnected within the past four (4) years to provide the

deposit prior {o service being reconnected.

The proposed revision requires payment arrangements for customers who show just cause for
their inability to pay (financial hardship shall constitute cause) but does not define the term
“financial hardship.” The proposed revision also requires utilities to provide payment
arrangements in equal monthly installments when assistance agencies and utilities working

together have found in some cases that weekly or bi-weekly arrangements are a more effective
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way for the customer to successfully make their arrangement payments. The proposed
revision also requires the utility to amend the arrangement upon the customer’s request if there
is a change in the customer’s financial circumstances, again, with no definition of what
constitutes a change in the customer’s “financial circumstances.” Vectren works daily with
customers to develop payment arrangement plans that balance the customer’s ability to pay and
incorporate sound credit practices. Vectren negotiates new payment arrangement terms on a
case by case basis, when circumstances warrant a change and the customer’s payment history
supports such a change. Vectren requests that specific changes to this section be developed

through a series of workshops with input from all interested parties.

The proposed revisions would significantly increase the amount of bad debt for utilities, leading
ultimately to higher utility bills for customers. Analysis of another Vectren company’s experience
in a state with similar rules (Ohio) suggests a bad debt increase of 75%-100%, and, in Ohio
there are strict eligibility requirements and a limit of once per heating season for such

reconnection provisions.

Estimated Bills: 170 IAC 4-1.2-10 & 5-1.2-1

Vectren requests that this revision be modified to allow for no more than 12 consecutive monthly
estimates, rather than the proposed three consecutive monthly estimates. While Vectren makes
every effort to acquire an actual meter reading from each meter each month, that effort is
hindered by access issues, including indoor meters and unsafe conditions that prevent actual
meter reads. Vectren notifies customers of these difficulties and works with customers routinely
to arrange meter access. Vectren pérforms off-cycle readings for the customer as requested
with appropriate access arrangements. The fact remains, customer schedules often make
access a challenge. Shortening the period to three months will not only burden the utility but will
likely be unpopular with customers as well.
Michigan:

At least once every 12 months, a utility shall obtain an actual meter reading of energy
usage fto verify the accuracy of readings reported in this manner (customer provided meter

COMMENTS OF VECTREN ENERGY DELIVERY OF INDIANA, INC.
IURC NOTICE OF PROPOSED RULEMAKING 04-02,

LSA DOCUMENT #04-144 (170 LA.C. 4-1.2 et seq.)

NOVEMBER 11, 2004



readings)

Ohio:
Has a similar requirement that a utility must get an actual reading at least once every 12
months.

The revision also prohibits a utility from estimating a first or final bill for service — the so-called
“soft close.” Estimated first and final bills‘ have been utilized in the past by Vectren as a means
to control operating expenses. These savings in the form of reduced operating costs have
been passed along as part of recent rate cases and recovery of these added operating costs
would need to be considered if this cost-control measure were to be eliminated. For example, if
the rules were to require actual reads for all first and final bills, then utilities would need to
recover these increased operating costs by means of an administrative charge to the customer
for an “off-cycle” read. In the alternative, the customer could avoid that administrative charge by
choosing to transfer service as of the date of the next regularly scheduled monthly meter

reading.

Definitions: Rule 170 IAC 4-1.2-2 & 170 IAC 5-1.2-2
Definitions of the terms “Applicant” and “Customer” in the current proposal must be clarified:

For example, “Customer” typically can include both “active customers” who are currently
receiving utility service and “inactive customers” who have previously been active customers but
who are no longer receiving utility service.  Several other states use such a distinction.

Examples of how other mid-west states have clarified this are listed below:

Michigan:
“Customer” means a purchaser of electricity or natural gas that is supplied by a utility
for residential purposes.
‘“New Customer” means a cusfomer who has not received the utility’s service within
the previous 6 years.
“Previous customer” means a customer who has received the utility’s service within
the previous 6 years.

Hllinois:

“Applicant” — a person who applies for residential or non-residential utility service.
“Customer” — a person who has agreed with a utility to pay for gas, electric, water or
sanitary sewer service.

COMMENTS OF VECTREN ENERGY DELIVERY OF INDIANA, INC.
IURC NOTICE OF PROPOSED RULEMAKING 04-02,

LSA DOCUMENT #04-144 (170 LA.C. 4-1.2 et seq.)

NOVEMBER 11, 2004



Section 280.60 (e) A present customer whose service is discontinued becomes an
applicant for service subject fo the provisions of Section 280.50 herein for purposes
of reconnection of his/her service.

Conclusion:

In conclusion, and, consistent with the foregoing comments, Vectren supports the view that

rules designed to facilitate continued service to low income customers must also address the
need to reasonably contain “bad debt” costs. This remains true even if a “bad debt” tracker is
instituted, since all customers must bear these costs. As described in these comments, other
Midwestern states have successfully struck this balance in crafting rules that address current

conditions, from both a customer and utility perspective.
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TITLE 170 INDIANA UTILITY REGULATORY
COMMISSION

Proposed Rule
LSA Document #04-144

DIGEST

Adds 170 IAC 4-1.2, 170 TAC 5-1.2, and 170 IAC 6-1.2 to establish new customer service rights and responsibility
rules for electric, gas, and water utilities. Amends 170 IAC 7-1.3-2, 170 IAC 7-1.3-3, 170 IAC 7-1.3-8, 170 IAC 7-1.3-9,
and 170 IAC 7-1.3-10 regarding telecommunications customer service rights and responsibilities. Amends 170 IAC 8.5-2
regarding sewage disposal service customer rights and responsibilities. Repeals 170 IAC 4-1-15, 170 IAC 4-1-16, 170
IAC 4-1-16.5, 170 IAC 4-1-16.6, 170 IAC 4-1-17, 170 IAC 5-1-15, 170 IAC 5-1-16, 170 IAC 5-1-16.5, 170 JAC 5-1-
16.6, 170 IAC 5-1-17, 170 TAC 6-1-15, 170 IAC 6-1-16, and 170 IAC 6-1-17. Effective 180 days after filing with the
secretary of state.

SECTION 1. 170 IAC 4-1.2 IS ADDED TO READ AS FOLLOWS:
Rule 1.2. Electric Customer Service Rights and Responsibilities

170 IAC 4-1.2-1 Applicability and scope
Authority: IC 8-1-1-3; IC 8-1-2-34.5
Affected: 1C 8-1-2

Sec. 1. (a) This rule applies to any:

(1) electric public utility; and

(2) rural electric membership corporation;
that is now, or may hereafter be, engaged in the business of rendering service to the public under the jurisdiction
of the commission.

(b) This rule creates the minimum level of service that a utility is expected to meet when providing reasonable
quality electric utility services to the public and to establish the obligations of both the utility and the customer.

(c¢) No utility shall discriminate against or penalize a customer for exercising any right granted by this rule. Ifa
utility’s tariff on file with the commission contains provisions that conflict with this rule, this rule shall supersede
any conflicting tariff provisions.

(d) Any utility subject to this rule that fails to meet the standards herein shall be subject to all legal remedies
provided by law. Upon complaint or its own motion and after notice and hearing, the commission may order
lawful enforcement mechanisms against a public utility that fails to meet the requirements or standards
established in this rule. Nothing in this rule shall prevent the commission from exercising any authority it may
have under applicable law to enforce this rule in the event any public utility fails to comply.

(e) The adoption of this rule shall in no way preclude the commission, upon complaint by a customer, upon its
own motion or upon the petition of any utility or the office of the utility consumer counselor, after notice and
hearing, from taking any of the following actions:

(1) Altering or amending this rule in whole or in part.

(2) Requiring any other or additional service, equipment, facility, or standard.

(3) Making such modifications with respect to the application of this rule as may be found necessary to meet



exceptional conditions.
(4) Requiring a utility to comply with any other service standards.
(5) At its sole discretion, granting, in whole or in part, permanent or temporary waivers from this rule on an
expedited basis.
The adoption of this rule shall not in any way relieve any utility from any of its duties under the law of this state
or rules and orders of the commission.

(f) If any provision of this rule is determined by competent authority to be prohibited or unenforceable, the
provision shall be ineffective to the extent of such prohibition or unenforceability without invalidating the
remaining provisions hereof. (Indiana Utility Regulatory Commission; 170 IAC 4-1.2-1)

170 IAC 4-1.2-2 Definitions
Autbority: IC 8-1-1-3; IC 8-1-2-34.5
Affected: IC 8-1-2-1; IC 8-1-13

Sec. 2. The following definitions apply throughout this rule:
(1) “Applicant” means any person or designated agent who seeks to become a customer for residential electric
utility service.
(2) “Commission” means the Indiana utility regulatory commission.
(3) “Customer” means any person who requests and obtains residential utility service and is responsible for the
payment of charges, compliance with filed tariffs, and rules of the utility._A present customer whose service is
disconnected becomes an applicant for service.
(4) “Disconnection” means the termination or discontinuance of utility service.
(5) “Late payment charge” means the one-time penalty assessed by a utility on a customer’s account when the
account becomes delinquent.
(6) “Residential service” means electric utility service for household purposes that is billed under a residential
rate.
(7) “Utility” or “public utility” means any public utility (as defined in IC 8-1-2-1) or any rural electric
membership corporation (as established by IC 8-1-13) that furnishes electric service to the public under the
jurisdiction of the commission.

(Indiana Utility Regulatory Commission, 170 IAC 4-1.2-2)

170 TAC 4-1.2-3 Creditworthiness guidelines
Authority: IC 8-1-1-3; IC 8-1-2-34.5
Affected: IC 8-1-2

Sec. 3. (a) A utility shall determine the creditworthiness of an applicant or customer in an equitable and
nondiscriminatory manner:
(1) without regard to:
(A) race;
(B) color;
(C) creed;
(D) religion;
(E) national origin;
(F) sex;
(G) marital status;
(H) receipt of public assistance; or
(I the economic character of the area wherein the applicant or customer resides; and
(2) solely upon the credit risk of the individual applicant or customer without regard to the:
Ad-_collective credit reputation of the area in which he or she lives;-and
(B)-eredit-history-ef-any-other-individual residing-in-the household-or-the-applicant er-customer’s spouse:

(b) A utility may require a residential service applicant or customer to satisfactorily establish his or her
financial responsibility (creditworthiness). The utility may require a deposit or other reasonable guarantor to
secure payment of bills before providing utility service if the applicant or customer is not deemed creditworthy



due to any of the following circumstances:
(1) The applicant or customer does not meet or exceed the predetermined minimum credit score selected by the
utility using a credit scoring system as provided in the utility’s tariff.
(2) The applicant or customer has failed to pay for past due electric service furnished to him or her at the same
or at another address within the past four (4) years.
(3) The applicant was a household member during a period which all or part of a delinquent service account
was acerued by another household member who currently resides with the applicant, if, at the time of the

request for serviee, the account remains unpaid and is not in dispute.

(¢) A bill for one (1) class of service (such as commercial) shall not be transferred to a bill for another class of
service (such as residential), nor shall a bill for one (1) form of utility service (such as water) be transferred to a
bill for another form of utility service (such as electric). Utility service shall not be denied for nonpayment of bills
for merchandise or other nonutility or unregulated services.

(d) Utilities shall treat customers who have filed bankruptcy under federal law in accordance with the
protective provisions of 11 U.S.C. 366, effective October 22, 1994. (Indiana Utility Regulatory Commission; 170 IAC
4-1.2-3)

170 TAC 4-1.2-4 Deposits
Authority: IC 8-1-1-3; IC 8-1-2-34.5
Affected: IC 8-1-2; IC 32-34-1

Sec. 4. (a) If the applicant or customer fails to establish that he or she is creditworthy under section 3 of this
rule, the applicant or customer may be required to make a reasonable deposit. The deposit shall not exceed one-
sixth (/) of the estimated annual billings for regulated utility service at the address at which service is rendered
to the applicant or customer and shall be paid in full before establishment of service, subject to the provisions of
section 6 of this rule; provided, however, that a deposit shall be based upon estimated regulated electric service
charges only. If a deposit is greater than one hundred fifty dollars ($150), the utility shall advise the applicant or
customer simultaneously with making a demand for a deposit that the applicant or customer may pay the balance
of the deposit in excess of one hundred fifty dollars ($150) in equal installment payments over a period of no fewer
than twohree (23) months, and service shall be connected upon receipt by the utility of the first one hundred fifty
dollar ($150) payment. For example, if the total deposit required by a utility under this section is one hundred
eighty dollars ($180), the applicant or customer could make an initial pavment of one hundred fifty doliars ($130)
and twothree (23) payments of fifteensixty dollars ($1560) over a twohree (23) month period, and service would be
connected after the initial firstsixtyone hundred fifty dollar ($15060) payment. The applicant or customer shall
not be required to make any advanced payments in addition to or in lieu of a deposit required by this rule in
order to receive service. An initial deposit made by a customer shall be subject to reevaluation upon the request of
either the utility or the customer, based upon actual charges for services rendered, at any time after service has
been provided.

(b) The utility may elect to accept a written guarantee, signed by a third party guarantor acceptable to the
utility within its discretion, of payment for all utility service rendered or requested to be rendered to the applicant
or customer. The guarantor may terminate the guarantee upon thirty (30) days prior written notice. The
guarantee shall be in full force and effect up to and including the date the guarantee shall terminate, and the
guarantor shall be obligated, as provided in the written guarantee, respecting the payment of the amount of the
applicant or customer’s bill on the date of termination. A guarantee shall terminate when the customer submits
satisfactory payment for a period of ten (10) out of any twelve (12) consecutive months.

(c) If the utility requires a deposit or a written guarantee as a condition of providing service, the utility shall
advise the applicant or customer of the reason upon which the utility bases its decision and provide the applicant
or customer with an opportunity to rebut the facts and show other facts demonstrating creditworthiness.

(d) A utility may require an existing customer to make a reasonable deposit, or an additional deposit in cases
where a deposit has been made and exhausted under this rule, under any of the following circumstances:
(1) The customer has been mailed disconnect notices for two (2) consecutive months.



(2) The customer has been mailed disconnect notices for any three (3) months within the preceding twelve (12)
month period.

In such cases, notice of the need for a deposit shall be in writing, and the customer shall be given ten (10)
business days from the mailing date of the notice within which to make the deposit. When the service has been
disconnected within the past four (4) years under section 5 of this rule, the deposit shall be provided before the
service will be reconnected. The total amount of all deposits required for service under this section may not
exceed an amount equal to one-sixth (*/¢) of the annualized estimated billings for regulated utility service to the
customer at the address at which service is rendered. The applicant or customer shall not be required to make
any advanced payments in addition to or in lieu of a deposit required by this rule.

(¢) Requirements for interest upon a deposit shall be as follows:

(1) A deposit held more than thirty (30) days shall earn interest from the date theef deposit is paid in full.
Beginning on the effective date of this rule, the rate of interest shall be set by the commission based upon the
then existing rate for one (1) year United States Treasury Constant Maturity securities. The interest rate shall
be rounded to the nearest one-half (/) of one percent (1%). In December of each year, the commission shall
issue a general administrative order establishing the interest rate for the next calendar year that shall be paid
on all deposits held during all or part of the subsequent year.

(2) The deposit shall not earn interest after the date it is mailed or personally delivered to the customer or
otherwise lawfully disposed of as provided in subsection (f)(6).

(f) Requirements for refunds shall be as follows:
(1) Any deposit and accrued interest shall be promptly applied refunded to the account of the customer without
the customer’s request when the customer submits satisfactory payment ten (10) out of any twelve (12)
consecutive months without late payment.
(2) A statement of accounting for each transaction affecting the deposit and interest shall accompany refunds of
deposits or accrued interest issued under this section.
(3) Following a customer requested termination of service, the utility shall do the following:

(A) Apply the deposit, plus accrued interest, to the final bill.

(B) Refund any remaining deposit and accrued interest within fifteen (15) business days after paymentef the

final account balance has been satisfied-bill.
(4) A utility shall maintain a record of each applicant or customer making a deposit that shows the following:

(A) The name of the customer.

(B) The current mailing address of the customer.

(C) The amount of the deposit.

(D) The date the deposit was made.

(E) A record of each transaction affecting the deposit.
(5) Each customer shall be provided a written receipt or a statement on the customer’s next regular bill from
the utility at the time the customer’s deposit is paid in full or any time the customer makes a partial payment.
The utility shall provide a reasonable method by which a customer, who is unable to locate his or her receipt,
may establish that he or she is entitled to a refund of the deposit and payment of interest thereon.
(6) Any deposit made by the applicant or customer to the utility (less any lawful deductions to be refunded), or
any sum the utility is ordered to refund for electric service that has remained unclaimed for one (1) year after
the utility has made a diligent effort to locate the customer who made the deposit or the heirs of the customer,
shall be presumed abandoned and treated in accordance with IC 32-34-1 et seq.

(g) A deposit may be used by the utility to cover any unpaid balances owed the utility following disconnection of
utility service, provided, however, that any surplus be returned to the customer as provided in this section.

(h) A deposit shall not be applied to satisfy an applicant or customer’s bill, prior arrearage, or outstanding
indebtedness that is greater than four (4) years old; however, a utility may pursue the unpaid balances via
collections or other means provided by applicable law.

(i) At the end of every year of service, if the deposit plus interest is not refunded to the customer, the customer
may request that the utility shali applyautematieallyrefund the accrued interest on the deposit to the customer by




crediting the customer’s account and stating this credit clearly on the customer’s next regular bill.

(i) A customer who fails to pay a bill by the time specified by the regulations of the utility and commission
regarding the prompt payment of bills, and who further fails to pay the bill within a reasonable period after
presentation of a disconnection of service notice for nonpayment, may be required to pay the bill and to
reestablish credit by making a deposit under this rule. .

(k) Establishment of credit by deposit shall not relieve a castomer from complying with the commission’s rules
for prompt payment of bills. (Indiana Utility Regulatory Commission; 170 IAC 4-1.2-4)

170 IAC 4-1.2-5 Disconnection and prohibited disconnections
Authority: IC 8-1-1-3; IC 8-1-2-34.5; IC 8-1-2-122
Affected: IC 8-1-2-4

Sec. 5. (2) Requirements for disconnection upon a customer’s request are as follows:

(1) The customer shall notify the utility at least three (3) business days in advance of the day disconnection is
desired. The customer shall remain responsible for all service used and the billing therefor until the date the
customer has requested disconnection pursuant to the notice.

(2) Upon request by a customer to a utility to disconnect service in fewer than three (3) business days, the utility
shall disconnect the service within three (3) business days of the request. The customer shall not be liable for
any service rendered to the address after the expiration of the three (3) days.

(3) The customer shall not charge service or authorize the charging of service to any account that has been
disconnected at the customer’s request or otherwise. A customer shall be responsible for any services he or she
charges or authorizes charged to the disconnected account in violation of the prohibition in this subdivision.

(b) Requirements for disconnection without a customer’s request are as follows:
(1) A utility may disconnect service without request by the customer of the service and without prior notice
only:

(A) if a condition dangerous or hazardous to life, physical safety, or property exists;

(B) upon order by any court, the commission or other duly authorized public authority;

(C) if fraudulent or unauthorized use of service is detected and the utility has reasonable grounds to believe

the affected customer is responsible for the use;

(D) if the utility’s equipment has been tampered with and the utility has reasonable grounds to believe that

the affected customer is responsible for the tampering; or

(E) if the utility’s equipment is used in a manner disruptive to the service of other customers.
(2) A utility may disconnect service to a customer based on a delinquent account with the same class of service
(such as residential service) for that customer.
(3) A utility may disconnect service to a customer for failure to satisfy a deposit charge pursuant to Sec. 4.
(4) A atility may disconnect service to a customer where there is a current member of the customer’s household
who currently resides with the customer that has not paid a delinquent account for service that is not in dispute
and that is owed by the member of the customer’s household, if the customer lived at the same residence served
by the utility at the time that all or part of the debt was incurred by the member of the customer’s household.

(c) Requirements for prohibited disconnections are as follows:

(1) Except as otherwise provided in subsections (a) and (b), a utility shall postpone the disconnection of electric
service for thirty (30) days if, before the disconnect date specified in the disconnect notice, the customer
provides the utility with a medical statement from a licensed physician or public health official that states that
disconnection would be a serious and immediate threat to the health and safety of a designated person in the
household of the customer. The postponement of disconnection shall be continued for one (1) additional ten (10)
day period upon the provision of an additional medical statement to the utility. The utility shall be required to
provide the customer a total of forty (40) days postponement of disconnection for medical reasons under this
subsection only once in any twelve (12) month period per household. Further postponement of disconnection
may be made at the utility’s discretion.

(2) A utility may not disconnect electric service to the customer for any of the following reasons:



(A) Nonpayment of any nonutility or unregulated utility services.

(B) Upon the customer’s failure to pay for services to a previous occupant of the premises being served unless
the utility has reasonable grounds to believe that the customer is attempting to defraud the utility.
(C}Qn%hehas}sef—the de!mquent—char—aeter—ef an—aeeeunt—ef any-other persony;exeeptifthe-customeris-the

(D) If the customer makes payment arrangements under section 6 of this rule.
(E) If a customer is unable to pay a bill that is unusually large due to prior incorrect billing, incorrect
application of the rate schedule, prior estimates where no actual reading was taken for over two (2) months,
or any human or mechanical error of the utility, and the customer:
(i) makes a payment arrangement in accordance with the guidelines set forth in section 6 of this rule; and
(ii) agrees to pay all undisputed future bills for electric service as they become due, provided, however, that
the utility may not add to the outstanding bill any late fee and, provided further, that the payment
arrangement agreement in item (i) and this item shall be put in writing by the utility and transmitted sent by
mail to the customer.

| (d) No utility may disconnect service unless the disconnecting is done between the hours of 8 a.m. and 43 p.m.,
prevailing local time. Disconnections under subsections (a) and (b) are not subject to this limitation. The utility
may not disconnect service for nonpayment:

(1) on any:

B)Saturday;
(&) Sunday;or
{D)-other day the utility’s offices are not open for business; or
__(2) after noon on any day immediately before a day the utility’s office are not open for business.

(e) Requirements for notice required before involuntary disconnection are as follows:
(1) Except as otherwise provided in this section, service to any customer shall not be disconnected for a violation
of any rule of the utility or for nonpayment of a bill, except after fourteen (14) days from the transmission
postmark date of a written-notice sent to the customer at the address shown on the records of the utility or the
notice is personally served upon the customer or a responsible member of the customer’s household. No
disconnect notice for nonpayment may be rendered before the date on which the account becomes delinquent.
(2) The disconnection notice shall be in language that is clear, concise, and easily understandable to a layperson

l and shall state;-in separately-numbered-Jarge-print-paragraphs, the following information:

(A) The date of the proposed disconnection.

(B) The specific reason and factual basis for the proposed disconnection.

(C) The telephone number of the utility office at which the customer may call during regular business hours

to questlon the proposed disconnection or seek 1nformatlon concermng the customer s rights.

(E) That the customer may refer to the pamphlet furmshed under 170 IAC 4-1- 18 for information as to the
customer’s rights which shall include the following information:-
_(iF) Information as to the customer’s rights, under this rule, including, but net limited to, the following:
__(ai) That the customer may obtain a temporary waiver of disconnection for a serious illness or medical
emergency under subsection (c).
__(bii) That the customer may file a complamt with the utility.
__(ciii) That if the complaint is not resolved by the utility to the customer’s satisfaction, the customer may
file a complaint with the commission.
__(d#¥) That the customer may make payment arrangements under section 6 of this rule.
(e) The local and toll-free telephone numbers and office hours of the commission.

(f) Utility employees conducting disconnections of service shall follow the following procedures:

(1) Immediately preceding the actual disconnection of service, the employee of the utility designated to perform
the function shall make a reasonable attempt to identify himself or herself to the customer or any other
responsible person then upon the premises and shall announce the purpose of his or her presence and shall
make a record thereof to be maintained for at least thirty (30) days.

(2) The employee shall have in his or her possession information sufficient to enable the employee to inform the



customer or other responsible person the reason for the disconnection, including the amount of any delinquent
bill of the customer, and shall request from the customer any available verification that the outstanding bill has
been satisfied or is currently in dispute and under review by the utility or the commission. Upon the
presentation of such credible evidence, service shall not be disconnected.

(3) The employee shall not be required to accept payment from the customer, user, or other responsible person
in order to prevent the service from being disconnected. The utility shall notify the customers under 170 IAC 4-
1-18 of its policy with regard to the acceptance or nonacceptance of payment from the employee and shall
uniformly follow the policy without discrimination.

(4) When the employee has disconnected the service, the employee shall give to a responsible person at the
customer’s premises, or if no one is at home, shall leave at a conspicuous place on the premises, a notice stating
that service has been disconnected and stating the address and telephone number of the utility where the user
may arrange to have service reconnected.

(g) If a utility disconnects service in violation of this rule, the service shall immediately be restored at no charge
to the customer. (Indiana Utility Regulatory Commission; 170 IAC 4-1.2-5)

170 IAC 4-1.2-6 Payment arrangements and reconnection of service
Authority: IC 8-1-1-3; IC 8-1-2-34.5; IC 8-1-2-121; IC 8-1-2-122
Affected: IC 8-1-2; IC 32-34-1-20

Sec. 6. (a) Except in cases where fraudulent or unauthorized use of utility service is detected and the utility has
reasonable grounds to believe the customer is responsible for the use, when a residential customer cannot pay an
undisputed bill or the undisputed portion of a disputed bill in full, the utility shall continue to serve the customer

l orreconnect-the-customer if the customer and the utility agree on a reasonable portion of the outstanding bill to
be paid immediately. The manner in which the balance of the outstanding bill will be paid (the “payment
arrangement”) shall be made in accordance with the following guidelines:

(1) The customer shows just cause for his or her inability to pay (financial hardship shall constitute just cause),

and the customer pays a reasonable portion of the amount, not to exceed one-third (1/3-) of all amounts due

(unless the customer agrees to a greater portion) and the customer:

(A) agrees to pay:
(i) the balance of all amounts due in equal menthly-installments over a period of not less than 3 months; and
(ii) all undisputed future bills for utility service as they become due; and
(B) has not breached any similar agreement with the utility made under this section in the last twelve (12)
months.

(2) In deciding on the reasonableness of a particular payment arrangement, the utility shall consider the

following:

(A) The customer’s ability to pay.

(B) The size of the unpaid balance.

(O) The customer’s payment history and length of service.

(D) The amount of time the debt has been and the reasons why the debt is outstanding.

(3) The payment arrangement shall provide the customer with adequate opportunity to apply for and receive

the benefits of the LIHE APany available public assistance program.

(4) The payment arrangement is subject to amendment upon mutual agreement between the utility and the

customerZs request-if there is a change in the customer’s financial circumstances.

(5) The utility may add to the outstanding bill a late payment charge not to exceed the amount set under 170

TIAC 4-1-13(c); however, only one (1) late payment charge may be assessed against the charges applicable to any

given month.

(b) The terms of any payment arrangement made under this section shall be put in writing by the utility and
] transmittedsent-by-mail to the customer.

(c) If the customer does not meet any of the conditions in subsection (a), the utility may, but is not obligated to,
enter into subsequent payment arrangements with the customer.

(d) The utility shall reconnect service to a customer as soon as reasonably possible but at least within one (1)



working day after the utility is requested to do so if the customer has satisfied the requirements of this rule.
(e) A utility may charge a reasonable reconnection charge not to exceed the charge approved by the commission
in the utility’s filed tariffs. A utility shall inform its customers of the reconnection fee under 170 IAC 4-1-18.

170 IAC 4-1.2-7 Home energy assistance; disconnection of service to recipients; notice period
Authority: IC 8-1-1-3; IC 8-1-2-34.5; IC 8-1-2-121; IC 8-1-2-122
Affected: 1C 12-14-11

Sec. 7. (a) Without a customer’s request, a utility may not, during the period from December 1 through March
15, disconnect electric residential service to any customer who either is:

(1) receiving; or

(2) eligible for and has applied for;
assistance under IC 12-14-11.

(b) During the period from December 1 through March 15, a utility may not disconnect service to such
customers if:

(1) the customer’s eligibility to receive benefits under IC 12-14-11 is being determined by the division of family

and children or its designee after the submission of a complete application for benefits by the customer; or

(2) the customer has furnished to the utility proof of his or her application to receive such benefits or the utility

has been so notified in writing by the division of family and children or its authorized representative.

(c) This section does not prohibit a utility from terminating residential electric service upon the request of a
customer or under any of the following circumstances:
(1) If a condition dangerous or hazardous to life, physical safety, or property exists.
(2) Upon order by any court, the commission, or other duly authorized public authority.
(3) If fraudulent or unauthorized use of service is detected and the utility has reasonable grounds to believe the
affected customer is responsible for the use.
(4) If the utility’s equipment has been tampered with and the utility has reasonable grounds to believe that the
affected customer is responsible for the tampering.
(5) If the utility’s equipment is used in a manner disruptive to the service of other customers.
(Indiana Utility Regulatory Commission; 170 IAC 4-1.2-7)

170 TAC 4-1.2-8 Customer complaints to the utility



Authority: IC 8-1-1-3; IC 8-1-2-34.5
Affected: IC 8-1-2

Sec. 8. (a) An applicant or customer may complain at any time to a utility about any bill, security deposit,
disconnection notice, or any other matter relating to installation or service and may request a conference with the
utility thereon. The complaints may be made in person, by telephone, in writing, or by completing a written or
electronic form available from the utility. A complaint shall be considered filed upon receipt by the utility, except
mailed complaints shall be considered filed two (2) calendar days after the postmark date. In making a complaint
or request for conference, the applicant or customer shall state, at a minimum, his or her name, service address,
telephone number, and the general nature of his or her complaint.

(b) Upon receiving each such complaint or request for conference, the utility shall take the following actions:
(1) Immediately notify an applicant or customer that any undisputed portion of a bill shall be paid by the date
due in order to avoid disconnection of service in accordance with section 5 of this rule._In those instances when
the applicant or customer and the utility cannot agree as to what portion of a bill is undisputed, the applicant or
customer shall pay on the disputed bill an amount equal to the applicant or customer’s average bill for the
twelve (12) months immediately preceding the disputed bill. In those cases where the applicant or customer has
received fewer than twelve (12) bills, the applicant or customer shall pay an amount equal to one-twelfth ( I/EM
the estimated annual billing for service to be rendered to the applicant or customer.

(2) Promptly, thoroughly, and completely investigate the complaint in good faith, attempt to confer with the
applicant or customer when requested, and notify the applicant or customer of the utility’s proposed disposition
of the complaint. During the investigation, no collection action shall be taken for items that are being disputed,
and there shall be no negative impact on the applicant or customer’s credit rating.

(3) Without the applicant or customer’s permission, the utility shall not disconnect, remove, or restrict any
service that is the subject matter of the complaint while investigating the complaint or making a good faith
attempt to resolve the complaint.

(4) Charges that are disputed by the applicant or customer shall not be treated as delinquent while an
investigation is pending.

(5) After investigation, the utility may rebill the disputed charges in the next billing cycle if the investigation
determined that the charges were appropriate; however, the utility shall not assess any late payment charge
that may have accrued while the investigation was pending.

(6) If the utility’s proposed disposition is not in the applicant or customer’s favor, the utility shall notify the
applicant or customer of the disposition in writing if the complaint was made in writing. If the utility’s proposed
disposition is not in the applicant or customer’s favor, the utility shall notify the applicant or customer in
writing or orally, if the complaint was made orally. The notification shall include contact information for the
commission, including the commission’s mailing address, toll-free complaint number, and local telephone
pumber. A utility shall direct its personnel engaged in contact with an applicant or customer to inform the
applicant or customer, if he or she expresses dissatisfaction with the decision of the personnel, of the right to
have the problem considered and acted upon by supervisory personnel of the utility. A utility shall further
direct the supervisory personnel to notify the applicant or customér who expresses dissatisfaction with the
decision of the supervisory personnel of the right to have the problem reviewed by the commission’s consumer
affairs division and shall furnish him or her the business address and telephone number of the commission. The
notification shall advise the applicant or customer that if he or she is dissatisfied with the utility’s disposition,
the applicant or customer may, within twenty-one (1421) days, file a complaint with the commission’s consumer
affairs division (under section 9 of this rule). The payment of a deposit or disputed charges as requested by the
utility shall not foreclose or in any manner affect the applicant or customer’s right to appeal under IC 8-1-2-
34.5 or other applicable law.

(c) If at any time the applicant or customer files a complaint with the commission regarding a dispute with a
utility, the procedures set forth in section 9 of this rule shall apply. Any disconnection of the applicant or
customer’s service shall be governed by section 5 of this rule.

(d) A utility shall retain a written record of complaints and requests for conferences for at least eighteen (18)
months after the complaint or request for conference is made. The records shall be maintained at the office or
branch office of the utility or in the respective department office thereof where the complaints were received or



any conferences were subsequently held. The written records are to be readily available upon request by the:
(1) concerned applicant or customer;
(2) applicant or customer’s agent possessing written authorization; or
(3) commission.

(e) A utility shall, at the request of the commission, submit a report covering the previous twelve (12) month
period to the commission that shall state and classify the following:

(1) The number of complaints made to the utility under this rule.

(2) The general nature of the subject matter thereof.

(3) How the complaint was received.

(4) Whether a commission review was conducted thereon.
(Indiana Utility Regulatory Commission; 170 IAC 4-1.2-8)

. 170 IAC 4-1.2-9 Customer complaints to the commission
Authority: IC 8-1-1-3; IC 8-1-2-34.5
Affected: IC 8-1-2-88

Sec. 9. (a) An individual or entity may informally complain to the commission’s consumer affairs division with
respect to any matter within the jurisdiction of the commission. The complaints may be made in person, by
telephone, in writing, or by completing a written or electronic form available from the consumer affairs division.
A complaint shall be considered filed upon receipt by the commission, except mailed complaints shall be
considered filed as of the postmark date. In making a complaint, the applicant or customer shall state, at a
minimum, the following:

(1) His or her name.

(2) The service address.

(3) His or her telephone number.

(4) The name of the utility involved.

(5) The general nature of his or her complaint.

(b) Without the applicant or customer’s permission, the utility shall not disconnect, remove, or restrict any
service that is the subject matter of the complaint while any commission review or investigation of the complaint is
pending. The applicant or customer shall continue to pay all undisputed charges. In those instances when the
applicant or customer and the utility cannot agree as to what portion of a bill is undisputed, the applicant or
customer shall pay on the disputed bill an amount equal to the applicant or customer’s average bill for the twelve
(12) months immediately preceding the disputed bill. In those cases where the applicant or customer has received
fewer than twelve (12) bills, the applicant or customer shall pay an amount equal to one-twelfth (/) of the
estimated annual billing for service to be rendered to the applicant or customer.

(c) If the applicant or customer is dissatisfied with a utility’s notice of the utility’s proposed disposition of the
complaint as provided in section 8 of this rule, the applicant or customer may, within fourteentwenty-ene (1421)
days after the fransmissionpestmark date of the notice, file an informal complaint with the commission’s
consumer affairs division.

(d) Upon receiving an informal complaint, the following actions shall be taken:

(1) The utility shall be notified that a complaint has been made.

(2) The complaint shall be investigated_and decision shall be made within seven (7) days.

(3) The applicant or customer and the utility shall be notified of the decision made on the complaint in
accordance with applicable law.

(e) Requirements for an informal review are as follows:

(1) The applicant or customer or the utility may make a written request that a decision made under subsection
(d) be reviewed informally by the consumer affairs director or designee. The written request shall be made
within fourteen (14) days of the decision. The records of the commission relating to the reviews shall be kept in
a systematic order.

(2) Upon receiving a request for an informal review, the consumer affairs director or designee shall provide an



informal review in fourteen (14) daysa-timely-manner. The review shall consist of not less than a prompt and
thorough investigation of the dispute and shall result in a written decision to be transmittedmailed to the
applicant or customer and the utility. Upon request by either party or the consumer affairs director or
designee, the parties shall be required to meet and confer to the extent and at a place the consumer affairs
director or designee considers appropriate.

(f) The applicant or customer may make a written request that the commission investigate the disposition of the

| informal review. The written request shall be made within fourteentwenty (14260) days of the consumer affairs

division’s notice of disposition. Before entering an order upon a commission investigation, the commission shall
afford the applicant or customer and the utility notice and an opportunity to be heard.

(g) Without the applicant or customer’s permission, the utility shall not disconnect, remove, or restrict any
] disputed service until at least fourteentwenty (1420) days have elapsed from the postmark date of the consumer
affairs division’s disposition or the commission’s order upon investigation, if any.

(h) The time frames provided in this section may be extended at the discretion of the consumer affairs division.
(Indiana Utility Regulatory Commission; 170 IAC 4-1.2-9)

170 TAC 4-1.2-10 Estimated bills
Authority: IC 8-1-1-3; IC 8-1-2-34.5
Affected: IC 8-1-2-4

Sec. 10. (a) Each estimated bill shall be clearly and conspicuously identified as such. Unless otherwise requested
or unless reasonable access is not provided by a customer, estimated bills shall not be issued for more than three
(3) consecutive months. After three (3) consecutive months of estimating the customer’s bill, the utility shall
secure an accurate reading of the meter. Failure on the part of the customer to comply with a reasonable request
for meter access may lead to discontinuance of service.

(b) A utility or billing entity may not render a bill based on estimated usage if:

(1) the billing would be the customer’s first or final bill for service unless agreed to by a customer or a utility
may charge a reasonable special meter reading charge not to exceed the charge approved by the commission in
the utility’s filed tariffs;

(2) the customer has supplied meter readings to the utility; or

(3) the customer has requested an actual meter read.

(c) When a utility or billing entity renders an estimated bill in accordance with this article, the utility or billing
entity shall maintain accurate records of the reasons therefor and efforts made to secure an actual reading.

(d) When a utility underestimates a customer’s usage, the customer shall be given the opportunity to make
payment arrangements as provided in this rule.

(e) A utility may estimate a bill because a meter malfunctioned or failed. If the time when the meter malfunction
or error began cannot be reasonably determined to have occurred within a specific billing period, the corrected
billings shall not exceed the most recent six (6) months before the discovery of the malfunction or error. If the

time when the malfunction or error began can be reasonably determined, the corrected billings shall go back to
that time but shall not exceed twelve (12) months.

(D This section shall not apply to rural electric membership corporations. (Indiana Utility Regulatory
Commission; 170 IAC 4-1.2-10)

SECTION 2. 170 IAC 5-1.2 IS ADDED TO READ AS FOLLOWS:
Rule 1.2. Gas Customer Service Rights and Responsibilities

170 IAC 5-1.2-1 Applicability and scope



Authority: IC 8-1-1-3; IC 8-1-2-34.5
Affected: IC 8-1-2

Sec. 1. (a) This rule applies to any gas public utility that is now, or may hereafter be, engaged in the business of
rendering service to the public under the jurisdiction of the commission.

(b) This rule creates the minimum level of service that a utility is expected to meet when providing reasonable
quality gas utility services to the public and to establish the obligations of both the utility and the customer.

(©) No utility shall discriminate against or penalize a customer for exercising any right granted by this rule. If a
utility’s tariff on file with the commission contains provisions that conflict with this rule, this rule shall supersede
any conflicting tariff provisions.

(d) Any utility subject to this rule that fails to meet the standards herein shall be subject to all legal remedies
provided by law. Upon complaint or its own motion and after notice and hearing, the commission may order
lawful enforcement mechanisms against a public utility that fails to meet the requirements or standards
established in this rule. Nothing in this rule shall prevent the commission from exercising any authority it may
have under applicable law to enforce this rule in the event any public utility fails to comply.

(e) The adoption of this rule shall in no way preclude the commission, upon complaint by a customer, upon its
own motion or upon the petition of any utility or the office of the utility consumer counselor, after notice and
hearing, from taking any of the following actions:

(1) Altering or amending this rule in whole or in part.

(2) Requiring any other or additional service, equipment, facility, or standard.

(3) Making such modifications with respect to the application of this rule as may be found necessary to meet

exceptional conditions.

(4) Requiring a utility to comply with any other service standards.

(5) At its sole discretion, granting, in whole or in part, permanent or temporary waivers from this rule on an

expedited basis.

The adoption of this rule shall not in any way relieve any utility from any of its duties under the law of this state
or rules and orders of the commission.

(f) If any provision of this rule is determined by competent authority to be prohibited or unenforceable, the
provision shall be ineffective to the extent of the prohibition or unenforceability without invalidating the
remaining provisions hereof. (Indiana Utility Regulatory Commission; 170 IAC 5-1.2-1)

170 TAC 5-1.2-2 Definitions
Authority: IC 8-1-1-3; IC 8-1-2-34.5
Affected: IC 8-1-2-1 ’

Sec. 2. The following definitions apply throughout this rule:
(1) “Applicant” means any person or designated agent who seeks to become a customer for residential gas
utility service.
(2) “Commission” means the Indiana utility regulatory commission.

3) “Customer” means any person who requests and obtains residential utility service and is responsible for the

y q P
payment of charges, compliance with filed tariffs, and rules of the utility._A present customer whose service is
disconnected becomes an applicant for service.
(4) “Disconnection” means the termination or discontinuance of utility service.
(5) “Late payment charge” means the one-time penalty assessed by a utility on a customer’s account when the
account becomes delinquent.
(6) “Residential service” means gas utility service for household purposes that is billed under a residential rate.
(7) “Utility” or “public utility” means any public utility (as defined in IC 8-1-2-1) that furnishes gas service to
the public under the jurisdiction of the commission.
(Indiana Utility Regulatory Commission; 170 IAC 5-1.2-2)




170 TAC 5-1.2-3 Creditworthiness guidelines
Authority: IC 8-1-1-3; IC 8-1-2-34.5
Affected: IC 8-1-2

Sec. 3. (a) A utility shall determine the creditworthiness of an applicant or customer in an equitable and
nondiscriminatory manner:
(1) without regard to:
(A) race;
(B) color;
(C) creed;
(D) religion;
(E) national origin;
(F) sex;
(G) marital status;
(H) receipt of public assistance; or
(@) the economic character of the area wherein the applicant or customer resides; and
(2) solely upon the credit risk of the individual applicant or customer without regard to the:
{AJ collective credit reputation of the area in which he or she lives; and
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(b) A utility may require a residential service applicant or customer to satisfactorily establish his or her
financial responsibility (creditworthiness). The utility may require a deposit or other reasonable guarantor to
secure payment of bills before providing utility service if the applicant or customer is not deemed creditworthy
due to any of the following circumstances:

(1) The applicant or customer does not meet or exceed the predetermined minimum credit score selected by the

utility using a credit scoring system as provided in the utility’s tariff.

(2) The applicant or customer has failed to pay for past due gas service furnished to him or her at the same or

at another address within the past four (4) years.

l (3) The applicant was a household member during a period which all or part of 2 delinquent service account

was accrued bv another household member who currently resides with the applicant, if, at the time of the
reguest for service, the account remains unpaid and is not in dispute.

(c) A bill for one (1) class of service (such as commerecial) shall not be transferred to a bill for another class of
service (such as residential), nor shall a bill for one (1) form of utility service (such as gas) be transferred to a bill
for another form of utility service (such as electric). Utility service shall not be denied for nonpayment of bills for
merchandise or other nonutility or unregulated services.

(d) Utilities shall treat customers who have filed bankruptcy under federal law in accordance with the
protective provisions of 11 U.S.C. 366, effective October 22, 1994. (Indiana Utility Regulatory Commission; 170 IAC
5-1.2-3)

170 YAC 5-1.2-4 Deposits
Authority: IC 8-1-1-3; IC 8-1-2-34.5
Affected: IC 8-1-2; IC 32-34-1

Sec. 4. (a) If the applicant or customer fails to establish that he or she is creditworthy under section 3 of this
rule, the applicant or customer may be required to make a reasonable deposit. The deposit shall not exceed one-
sixth (/) of the estimated annual billings for regulated utility service at the address at which service is rendered
to the applicant or customer and shall be paid in full before establishment of service, subject to the provisions of
section 6 of this rule; provided, however, that a deposit shall be based upon estimated regulated gas service
charges only. If a deposit is greater than one hundred fifty dollars ($150), the utility shall advise the applicant or
customer simultaneously with making a demand for a deposit that the applicant or customer may pay the balance
of the deposit in excess of one hundred fifty dollars ($150) in equal installment payments over a period of no fewer
than twokree (23) months, and service shall be connected upon receipt by the utility of the first one hundred fifty
dollar ($150) payment. For example, if the total deposit required by a utilify under this section is one hundred




eighty dollars ($180), the applicant or customer could make an initial pavment of one hudred fifty dollars ($156)
and twohree (23) payments of fifteensixty dollars ($1568) over a twohree (23) month period, and service would be
connected after the initial one hundred fifty -frstsixty-dollar ($15060) payment. The applicant or customer shall
not be required to make any advanced payments in addition to or in lieu of a deposit required by this rule in
order to receive service. An initial deposit made by a customer shall be subject to reevaluation upon the request of
either the utility or the customer, based upon actual charges for services rendered, at any time after service has
been provided.

(b) The utility may elect to accept a written guarantee, signed by a third party guarantor acceptable to the
utility within its discretion, of payment for all utility service rendered or requested to be rendered to the applicant
or customer. The guarantor may terminate the guarantee upon thirty (30) days prior written notice. The
guarantee shall be in full force and effect up to and including the date the guarantee shall terminate, and the
guarantor shall be obligated, as provided in the written guarantee, respecting the payment of the amount of the
applicant or customer’s bill on the date of termination. A guarantee shall terminate when the customer submits
satisfactory payment for a period of ten (10) out of any twelve (12) consecutive months.

(¢) If the utility requires a deposit or a written guarantee as a condition of providing service, the utility shall
advise the applicant or customer of the reason upon which the utility bases its decision and provide the applicant
or customer with an opportunity to rebut the facts and show other facts demonstrating creditworthiness.

(d) A utility may require an existing customer to make a reasonable deposit, or an additional deposit in cases
where a deposit has been made and exhausted under this rule, under any of the following circumstances:

(1) The customer has been mailed disconnect notices for two (2) consecutive months.

(2) The customer has been mailed disconnect notices for any three (3) months within the preceding twelve (12)

month period.
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In such cases, notice of the need for a deposit shall be in writing, and the customer shall be given ten (10) business
days from the mailing date of the notice within which to make the deposit. When the service has been
disconnected within the past four (4) years under section 5 of this rule, the deposit shall be provided before the
service will be reconnected. The total amount of all deposits required for service under this section may not exceed
an amount equal to one-sixth (*/;) of the annualized estimated regulated utility charges to the customer at the
address at which service is rendered.
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(e) Requirements for interest upon a deposit shall be as follows:

(1) A deposit held more than thirty (30) days shall earn interest from the date theef deposit is paid in full.
Beginning on the effective date of this rule, the rate of interest shall be set by the commission based upon the
then existing rate for one (1) year United States Treasury Constant Maturity securities. The interest rate shall
be rounded to the nearest one-half ('/¢) of one percent (1%). In December of each year, the commission shall
issue a general administrative order establishing the interest rate for the next calendar year that shall be paid
on all deposits held during all or part of the subsequent year.

(2) The deposit shall not earn interest after the date it is mailed or personally delivered to the customer, or
otherwise lawfully disposed of as provided in subsection (f)(6).

(f) Requirements for refunds shall be as follows:
(1) Any deposit and accrued interest shall be promptly appliedrefunded to the account of the customer without
the customer’s request when the customer submits satisfactory payment ten (10) out of any twelve (12)
consecutive months without late payment.
(2) A statement of accounting for each transaction affecting the deposit and interest shall accompany refunds of
deposits or accrued interest issued under this section.
(3) Following a customer requested termination of service, the utility shall do the following:
(A) Apply the deposit, plus accrued interest, to the final bill.
(B) Refund any remaining deposit and accrued interest within fifteen (15) business days after paymentofthe
final account balance has been satisfiedbill.
(4) A utility shall maintain a record of each applicant or customer making a deposit that shows the following:
(A) The name of the customer.
(B) The current mailing address of the customer.




(C) The amount of the deposit.

(D) The date the deposit was made.

(E) A record of each transaction affecting the deposit.
(5) Each customer shall be provided a written receipt from the utility at the time the customer’s deposit is paid
in full or any time the customer makes a partial payment. The utility shall provide a reasonable method by
which a customer, who is unable to locate his or her receipt, may establish that he or she is entitled to a refund
of the deposit and payment of interest thereon.
(6) Any deposit made by the applicant or customer to the utility (Iess any lawful deductions to be refunded), or
any sum the utility is ordered to refund for gas service that has remained unclaimed for one (1) year after the
utility has made a diligent effort to locate the customer who made the deposit or the heirs of the customer, shall
be presumed abandoned and treated in accordance with IC 32-34-1 et seq.

() A deposit may be used by the utility to cover any unpaid balances owed the utility following disconnection of
utility service, provided, however, that any surplus be returned to the customer as provided in this section.

(h) A deposit shall not be applied to satisfy an applicant or customer’s bill, prior arrearage, or outstanding
indebtedness that is greater than four (4) years old; however, a utility may pursue the unpaid balances via
collections or other means provided by applicable law.

(i) At the end of every year of service, if the deposit plus interest is not refunded to the customer, the customer

may request that the utility shallantomatically refundapply the accrued interest on the deposit to the customer by
crediting the customer’s account and stating this credit clearly on the customer’s next regular bill.

(i) A customer who fails to pay a bill by the time specified by the regulations of the utility and commission
regarding the prompt payment of bills, and who further fails to pay the bill within a reasonable period after
presentation of a disconnection of service notice for nonpayment, may be required to pay the bill and to
reestablish credit by making a deposit under this rule.

(k) Establishment of credit by deposit shall not relieve a customer from complying with the commission’s rules
for prompt payment of bills. (Indiana Utility Regulatory Commission; 170 IAC 5-1.2-4)

170 YAC 5-1.2-5 Disconnection and prohibited disconnections
Authority: IC 8-1-1-3; IC 8-1-2-34.5; IC 8-1-2-122
Affected: IC 8-1-2-4

Sec. 5. (a) Requirements for disconnection upon a customer’s request are as follows:

(1) The customer shall notify the utility at least three (3) business days in advance of the day disconnection is
desired. The customer shall remain responsible for all service used and the billing therefor until the date the
customer has requested disconnection pursuant to the notice.

(2) Upon request by a customer to a utility to disconnect service in fewer than three (3) business days, the utility
shall disconnect the service within three (3) business days of the request. The customer shall not be liable for
any service rendered to the address after the expiration of the three (3) days.

(3) The customer shall not charge service or authorize the charging of service to any account that has been
disconnected at the customer’s request or otherwise. A customer shall be responsible for any services he or she
charges or authorizes charged to the disconnected account in violation of the prohibition in this subdivision.

(b) Requirements for disconnection without a customer’s request are as follows:
(1) A utility may disconnect service without request by the customer of the service and without prior notice
only:
(A) if a condition dangerous or hazardous to life, physical safety, or property exists;
(B) upon order by any court, the commission or other duly authorized public authority;
(O) if fraudulent or unauthorized use of service is detected and the utility has reasonable grounds to believe
the affected customer is responsible for the use;
(D) if the utility’s equipment has been tampered with and the utility has reasonable grounds to believe that
the affected customer is responsible for the tampering; or



(E) if the utility’s equipment is used in a manner disruptive to the service of other customers.

(2) A utility may disconnect service to a customer based on a delinquent account with the same class of service
(such as residential service) for that customer.

€3) A utility may disconnect service to a customer for failure to satisfy a deposit charge pursuoant to Sec. 4.
{4) A utility mav disconnect service to a customer where there is a current member of the customer’s household
who currently resides with the customer that has not paid a delinguent account for service that is not in dispute
and that is owed by the member of the customer’s household, if the customer lived at the same residence served
by the utility at the time that all or part of the debt was incurred by the member of the customer’s household.

(c) Requirements for prohibited disconnections are as follows:
(1) Except as otherwise provided in subsections (a) and (b), a utility shall postpone the disconnection of gas
service for thirty (30) days if, before the disconnect date specified in the disconnect notice, the customer
provides the utility with a medical statement from a licensed physician or public health official that states that
disconnection would be a serious and immediate threat to the health and safety of a designated person in the
household of the customer. The postponement of disconnection shall be continued for one (1) additional ten (10)
day period upon the provision of an additional medical statement to the utility. The utility shall be required to
provide the customer a total of forty (40) days postponement of disconnection for medical reasons under this
I subsection only once in any twelve (12) month period per household. Further postponement of disconnection
may be made at the utility’s discretion.
(2) A utility may not disconnect gas service to the customer for any of the following reasons:
(A) Nonpayment of any nonutility or unregulated utility services.
(B) Upon the customer’s failure to pay for services to a previous occupant of the premises being served unless
the utility has reasonable grounds to believe that the customer is attempting to defraud the utility or as stated
above.

(D) If the customer makes payment arrangements under section 6 of this rule.
(E) If a customer is unable to pay a bill that is unusually large due to prior incorrect billing, incorrect
application of the rate schedule, prior estimates where no actual reading was taken for over two (2) months,
or any human or mechanical error of the utility, and the customer:
(i) makes a payment arrangement in accordance with the guidelines set forth in section 6 of this rule; and
(ii) agrees to pay all undisputed future bills for gas service as they become due, provided, however, that the
utility may not add to the outstanding bill any late fee and, provided further, that the payment arrangement
] agreement in item (i) and this item shall be put in writing by the utility and transmittedsent by-mail to the
customer.

l (d) No utility may disconnect service unless the disconnecting is done between the hours of 8 a.m. and 43 p.m.,
prevailing local time. Disconnections under subsections (a) and (b) are not subject to this limitation. The utility
may not disconnect service for nonpayment:

(1) on any:

B)-Saturday;
P3-sther day the utility’s offices are not open for business; or
(2) after noon on any day immediately before a day the utility’s office are not open for business.

(e) Requirements for notice required before involuntary disconnection are as follows:

(1) Except as otherwise provided in this section, service to any customer shall not be disconnected for a violation

of any rule of the utility or for nonpayment of a bill, except after fourteen (14) days from the
I transmissionpestmark date of a written-notice sent to the customer at the address shown on the records of the

utility or the notice is personally served upon the customer or a responsible member of the customer’s

household. No disconnect notice for nonpayment may be rendered before the date on which the account

becomes delinquent.

(2) The disconnection notice shall be in language that is clear, concise, and easily understandable to a layperson

| and shall state;in-separately-numbered-large-print-paragraphs; the followmg information:



(A) The date of the proposed disconnection.

(B) The specific reason and factual basis for the proposed disconnection.

(C) The telephone number of the utility office at which the customer may call during regular business hours
to questlon the proposed disconnection or seek 1nformatlon concermng the customer s rights.

(E) That the customer may refer to the pamphlet furmshed under 170 IAC 5 1- 18 for information as to the

customer’s rights which shall include the following information::

(Ei) Information as to the customer’s rights, under this rule, including, but not limited to, the following:
(ai) That the customer may obtain a temporary waiver of disconnection for a serious illness or medical
emergency under subsection (c).

(bii) That the customer may file a complaint with the utility.

(ciii) That if the complaint is not resolved by the utility to the customer’s satisfaction, the customer may file
a complaint with the commission.

(di¥) That the customer may make payment arrangements under section 6 of this rule.

(e) The local and toll-free telephone pumbers and office hours of the commission.

(f) Utility employees conducting disconnections of service shall follow the following procedures:

(1) Immediately preceding the actual disconnection of service, the employee of the utility designated to perform
the function shall make a reasonable attempt to identify himself or herself to the customer or any other
responsible person then upon the premises and shall announce the purpose of his or her presence and shall
make a record thereof to be maintained for at least thirty (30) days.

(2) The employee shall have in his or her possession information sufficient to enable the employee to inform the
customer or other responsible person the reason for the disconnection, including the amount of any delinquent
bill of the customer, and shall request from the customer any available verification that the outstanding bill has
been satisfied or is currently in dispute and under review by the utility or the commission. Upon the
presentation of such credible evidence, service shall not be disconnected.

(3) The employee shall not be required to accept payment from the customer, user, or other responsible person
in order to prevent the service from being disconnected. The utility shall notify the customers under 170 IAC 5-
1-18 of its policy with regard to the acceptance or nonacceptance of payment from the employee and shall
uniformly follow the policy without discrimination.

(4) When the employee has disconnected the service, the employee shall give to a responsible person at the
customer’s premises, or if no one is at home, shall leave at a conspicuous place on the premises, a notice stating
that service has been disconnected and stating the address and telephone number of the utility where the user
may arrange to have service reconnected.

(g) If a utility disconnects service in violation of this rule, the service shall immediately be restored at no charge
to the customer. (Indiana Utility Regulatory Commission; 170 IAC 5-1.2-5)

170 IAC 5-1.2-6 Payment arrangements and reconnection of service
Authority: IC 8-1-1-3; IC 8-1-2-34.5; IC 8-1-2-121; IC 8-1-2-122
Affected: IC 8-1-2; IC 32-34-1-20

Sec. 6. (a) Except in cases where fraudulent or unauthorized use of utility service is detected and the utility has
reasonable grounds to believe the customer is responsible for the use, when a residential customer cannot pay an
undisputed bill or the undisputed portion of a disputed bill in full, the utility shall continue to serve the customer
or-reconnect-the-eustomer-if the customer and the utility agree on a reasonable portion of the outstanding bill to
be paid immediately. The manner in which the balance of the outstanding bill will be paid (the “payment
arrangement”) shall be made in accordance with the following guidelines:

(1) The customer shows just cause for his or her inability to pay (financial hardship shall constitute just cause),

and the customer pays a reasonable portion of the amount, not to exceed one-third ('/;) of all amounts due

(unless the customer agrees to a greater portion) and the customer:

(A) agrees to pay:
(i) the balance of all amounts due in equal menthly-installments over a period of not less than 3 months;
and
(ii) all undisputed future bills for utility service as they become due; and




(B) has not breached any similar agreement with the utility made under this section in the last twelve (12)
months.
(2) In deciding on the reasonableness of a particular payment arrangement, the utility shall consider the
following:
(A) The customer’s ability to pay.
(B) The size of the unpaid balance.
(C) The customer’s payment history and length of service.
(D) The amount of time the debt has been and the reasons why the debt is outstanding.
(3) The payment arrangement shall provide the customer with adequate opportunity to apply for and receive
the benefits of the LIHEA Pany available public assistance program.
(4) The payment arrangement is subject to amendment upon_mutual agreement between the utility and the
customer’s-reguest if there is a change in the customer’s financial circumstances.
(5) The utility may add to the outstanding bill a late payment charge not to exceed the amount set under 170
TIAC 5-1-13(B); however, only one (1) late payment charge may be assessed against the charges applicable to
any given month.

(b) The terms of any payment arrangement made under this section shall be put in writing by the utility and
I transmittedsent-by-mail to the customer.

(c) If the customer does not meet any of the conditions in subsection (a), the utility may, but is not obligated to,
enter into subsequent payment arrangements with the customer.

(d) The utility shall reconnect service to a customer as soon as reasonably possible but at least within one (1)
working day after the utility is requested to do so if the customer has satisfied the requirements of this rule.

(e) A utility may charge a reasonable reconnection charge not to exceed the charge approved by the commission
in the utility’s filed tariffs. A utility shall inform its customers of the reconnection fee under 170 IAC 5-1-18.
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170 IAC 5-1.2-7 Home energy assistance; disconnection of service to recipients; notice period
Authority: IC 8-1-1-3; IC 8-1-2-34.5; IC 8-1-2-121; IC 8-1-2-122
Affected: IC 12-14-11



Sec. 7. (a) Without a customer’s request, a utility may not, during the period from December 1 through March
15, disconnect gas residential service to any customer who either is:

(1) receiving; or

(2) eligible for and has applied for;
assistance under IC 12-14-11.

(b) During the period from December 1 through March 15, a utility may not disconnect service to such
customers if:

(1) the customer’s eligibility to receive benefits under IC 12-14-11 is being determined by the division of family

and children or its designee after the submission of a complete application for benefits by the customer; or

(2) the customer has furnished to the utility proof of his or her application to receive such benefits or the utility

has been so notified in writing by the division of family and children or its authorized representative.

(c) This section does not prohibit a utility from terminating residential gas service upon the request of a
customer or under any of the following circumstances:
(1) If a condition dangerous or hazardous to life, physical safety, or property exists.
(2) Upon order by any court, the commission or other duly authorized public authority.
(3) If fraudulent or unauthorized use of service is detected and the utility has reasonable grounds to believe the
affected customer is responsible for the use.
(4) If the utility’s equipment has been tampered with and the utility has reasonable grounds to believe that the
affected customer is responsible for the tampering.
(5) If the utility’s equipment is used in 2 manner disruptive to the service of other customers.
(Indiana Utility Regulatory Commission; 170 IAC 5-1.2-7)

170 TAC 5-1.2-8 Customer complaints to the utility
Authority: IC 8-1-1-3; IC 8-1-2-34.5
Affected: IC 8-1-2

Sec. 8. (a) An applicant or customer may complain at any time to a utility about any bill, security deposit,
disconnection notice, or any other matter relating to installation or service and may request a conference with the
utility thereon. The complaints may be made in person, by telephone, in writing, or by completing a written or
electronic form available from the utility. A complaint shall be considered filed upon receipt by the utility, except
mailed complaints shall be considered filed two (2) calendar days after the postmark date. In making a complaint
or request for conference, the applicant or customer shall state, at a minimum, his or her name, service address,
telephone number, and the general nature of his or her complaint.

(b) Upon receiving each such complaint or request for conference, the utility shall take the following actions:
(1) Immediately notify a castomer that any undisputed portion of a bill shall be paid by the date due in order to
avoid disconnection of service in accordance with section 5 of this rule._In these instances when the applicant
or customer and the utility cannot agree as to what portion of a bill is undisputed, the applicant or customer
shall pav on the dispated bill an amount egual to the applicant or customer’s average bill for the twelve (12)
months immediately preceding the disputed bill. In those cases where the applicant or customer has received
fewer than twelve (12) bills. the applicant or customer shall pay an amount equal to one-twelfth (/) of the
estimated annual billing for service fo be rendered to the applicant or customer.

(2) Promptly, thoroughly, and completely investigate the complaint in good faith, attempt to confer with the
applicant or customer when requested, and notify the applicant or customer of the utility’s proposed disposition
of the complaint. During the investigation, no collection action shall be taken for items that are being disputed,
and there shall be no negative impact on the applicant or customer’s credit rating.

(3) Without the applicant or customer’s permission, the utility shall not disconnect, remove, or restrict any
service that is the subject matter of the complaint while investigating the complaint or making a good faith
attempt to resolve the complaint.

(4) Charges that are disputed by the customer shall not be treated as delinquent while an investigation is
pending.

(5) After investigation, the utility may rebill the disputed charges in the next billing cycle if the investigation



determined that the charges were appropriate; however, the utility shall not assess any late payment charge
that may have accrued while the investigation was pending.

(6) If the utility’s proposed disposition is not in the applicant or customer’s favor, the utility shall notify the
applicant or customer of the disposition in writing if the complaint was made in writing. If the utility’s proposed
disposition is not in the applicant or customer’s favor, the utility shall notify the applicant or customer in
writing or orally, if the complaint was made orally. The notification shall include contact information for the
commission, including the commission’s mailing address, toll-free complaint number, and local telephone
number. A utility shall direct its personnel engaged in contact with an applicant or customer to inform the
applicant or customer, if he or she expresses dissatisfaction with the decision of the personnel, of the right to
have the problem considered and acted upon by supervisory personnel of the utility. A utility shall further
direct the supervisory personnel to notify the applicant or customer who expresses dissatisfaction with the
decision of the supervisory personnel of the right to have the problem reviewed by the commission’s consumer
affairs division and shall farnish him or her the business address and telephone number of the commission. The
notification shall advise the applicant or customer that if he or she is dissatisfied with the utility’s disposition,
the applicant or customer may, within fourteentwenty-one (1421) days, file a complaint with the commission’s
consumer affairs division (under section 9 of this rule). The payment of a deposit or disputed charges as
requested by the utility shall not foreclose or in any manner affect the applicant or customer’s right to appeal
under IC 8-1-2-34.5 or other applicable law.

(c) If at any time the applicant or customer files a complaint with the commission regarding a dispute with a
utility, the procedures set forth in section 9 of this rule shall apply. Any disconnection of the applicant or
customer’s service shall be governed by section 5 of this rule.

(d) A utility shall retain a written record of complaints and requests for conferences for at least eighteen (18)
months after the complaint or request for conference is made. The records shall be maintained at the office or
branch office of the utility or in the respective department office thereof where the complaints were received or
any conferences were subsequently held. The written records are to be readily available upon request by the:

(1) concerned applicant or customer;

(2) applicant or customer’s agent possessing written authorization; or

(3) commission.

(e) A utility shall, at the request of the commission, submit a report covering the previous twelve (12) month
period to the commission that shall state and classify the following:

(1) The number of complaints made to the utility under this rule.

(2) The general nature of the subject matter thereof.

(3) How the complaint was received.

(4) Whether a commission review was conducted thereon.
(Indiana Utility Regulatory Commission; 170 IAC 5-1.2-8)

170 TAC 5-1.2-9 Customer COmplaihté to the commission
Authority: IC 8-1-1-3; IC 8-1-2-34.5
Affected: IC 8-1-2-88

Sec. 9. (a) An individual or entity may informally complain to the commission’s consumer affairs division with
respect to any matter within the jurisdiction of the commission. The complaints may be made in person, by
telephone, in writing, or by completing a written or electronic form available from the consumer affairs division.
A complaint shall be considered filed upon receipt by the commission, except mailed complaints shall be
considered filed as of the postmark date. In making a complaint, the applicant or customer shall state, at a
minimum, the following:

(1) His or her name.

(2) The service address.

(3) His or her telephone number.

(4) The name of the utility involved.

(5) The general nature of his or her complaint.



(b) Without the applicant or customer’s permission, the utility shall not disconnect, remove, or restrict any
service that is the subject matter of the complaint while any commission review or investigation of the complaint is
pending. The applicant or customer shall continue to pay all undisputed charges. In those instances when the
applicant or customer and the utility cannot agree as to what portion of a bill is undisputed, the applicant or
customer shall pay on the disputed bill an amount equal to the applicant or customer’s average bill for the twelve
(12) months immediately preceding the disputed bill. In those cases where the applicant or customer has received
fewer than twelve (12) bills, the applicant or customer shall pay an amount equal to one-twelfth (*/;,) of the
estimated annual billing for service to be rendered to the applicant or customer.

(c) If the applicant or customer is dissatisfied with a utility’s notice of the utility’s proposed disposition of the
complaint as provided in section 8 of this rule, the applicant or customer may, within fourteentwenty-ene (1421)
days after the fransmissionpestmark date of the notice, file an informal complaint with the commission’s
consumer affairs division.

(d) Upon receiving an informal complaint, the following actions shall be taken:

(1) The utility shall be notified that a complaint has been made.

(2) The complaint shall be investigated.

(3) The applicant or customer and the utility shall be notified of the decision made on the complaint in
accordance with applicable law.

(e) Requirements for an informal review are as follows:

(1) The applicant or customer or the utility may make a written request that a decision made under subsection
(d) be reviewed informally by the consumer affairs director or designee. The written request shall be made
within fourteen (14) days of the decision. The records of the commission relating to the reviews shall be kept in
a systematic order.

(2) Upon receiving a request for an informal review, the consumer affairs director or designee shall provide an
informal review in fourteen (14) days-a-timely-manner. The review shall consist of not less than a prompt and
thorough investigation of the dispute and shall result in a written decision to be transmitiedmailed to the
applicant or customer-and the utility. Upon request by either party or the consumer affairs director or
designee, the parties shall be required to meet and confer to the extent and at a place the consumer affairs
director or designee considers appropriate.

() The applicant or customer may make a written request that the commission investigate the disposition of the
informal review. The written request shall be made within fourteentwenty (1420) days of the consumer affairs
division’s notice of disposition. Before entering an order upon a commission investigation, the commission shall
afford the applicant or customer and the utility notice and an opportunity to be heard.

(g) Without the applicant or customer’s permission, the utility shall not disconnect, remove, or restrict any
disputed service until at least fourteentwenty (1428) days have elapsed from the postmark date of the consumer
affairs division’s disposition or the commission’s order upon investigation, if any.

(h) The time frames provided in this section may be extended at the discretion of the consumer affairs division.
(Indiana Utility Regulatory Commission; 170 IAC 5-1.2-9)

170 TAC 5-1.2-10 Estimated bills
Authority: IC 8-1-1-3; IC 8-1-2-34.5
Affected: IC 8-1-2-4

Sec. 10. (a) Each estimated bill shall be clearly and conspicuously identified as such. Unless otherwise requested
or unjess reasonable access is not provided by a customer, estimated bills shall not be issued for more than three
(3) consecutive months. After three (3) consecutive months of estimating the customer’s bill, the utility shall secure
an accurate reading of the meter. Failure on the part of the customer to comply with a reasonable request for
meter access may lead to discontinuance of service.

(b) A utility or billing entity may not render a bill based on estimated usage if:



(1) the billing would be the customer’s first or final bill for service unless agreed to bv a customer or a utility
may charge a reasonable special meter reading charge not to exceed the charge approved by the commission in
the utility’s filed tariffs;

(2) the customer has supplied meter readings to the utility; or

(3) the customer has requested an actual meter read.

(c) When a utility or billing entity renders an estimated bill in accordance with this article, the utility or billing
entity shall maintain accurate records of the reasons therefor and efforts made to secure an actual reading.

(d) When a utility underestimates a customer’s usage, the customer shall be given the opportunity to make
payment arrangements as provided in this rule.

(e) A utility may estimate a bill because a meter malfunctioned or failed. If the time when the meter malfunction
or error began cannot be reasonably determined to have occurred within a specific billing period, the corrected
billings shall not exceed the most recent six (6) months before the discovery of the malfunction or error. If the
time when the malfunction or error began can be reasonably determined, the corrected billings shall go back to
that time but shall not exceed twelve (12) months. (Indiana Utility Regulatory Commission; 170 IAC 5-1.2-10)

SECTION 3. 170 JAC 6-1.2 IS ADDED TO READ AS FOLLOWS:
Rule 1.2. Water Customer Service Rights and Responsibilities

170 IAC 6-1.2-1 Applicability and scope
Authority: IC 8-1-1-3; IC 8-1-2-34.5
Affected: IC 8-1-2

Sec. 1. (a) This rule applies to any water public utility that is now, or may hereafter be, engaged in the business
of rendering service to the public under the jurisdiction of the commission.

(b) This rule creates the minimum level of service that a utility is expected to meet when providing reasonable
quality water utility services to the public and to establish the obligations of both the utility and the customer.

(c) No utility shall discriminate against or penalize a customer for exercising any right granted by this rule. Ifa
utility’s tariff on file with the commission contains provisions that conflict with this rule, this rule shall supersede
any conflicting tariff provisions.

(d) Any utility subject to this rule that fails to meet the standards herein shall be subject to all legal remedies
provided by law. Upon complaint or its own motion and after notice and hearing, the commission may order
lawful enforcement mechanisms against a public utility that fails to meet the requirements or standards
established in this rule. Nothing in this rule shall prevent the commission from exercising any authority it may
have under applicable law to enforce this rule in the event any public utility fails to comply.

(e) The adoption of this rule shall in no way preclude the commission, upon complaint by a customer, upon its
own motion or upon the petition of any utility or the office of the utility consumer counselor, after notice and
hearing, from taking any of the following actions:

(1) Altering or amending this rule in whole or in part.

(2) Requiring any other or additional service, equipment, facility, or standard.

(3) Making such modifications with respect to the application of this rule as may be found necessary to meet

exceptional conditions.

(4) Requiring a utility to comply with any other service standards.

(5) At its sole discretion, granting, in whole or in part, permanent or temporary waivers from this rule on an

expedited basis.

The adoption of this rule shall not in any way relieve any utility from any of its duties under the law of this state
or rules and orders of the commission.



() If any provision of this rule is determined by competent authority to be prohibited or unenforceable, the
provision shall be ineffective to the extent of the prohibition or unenforceability without invalidating the
remaining provisions hereof. (Indiana Utility Regulatory Commission; 170 IAC 6-1.2-1)

170 IAC 6-1.2-2 Definitions
Authority: IC 8-1-1-3; IC 8-1-2-34.5
Affected: IC 8-1-2-1

Sec. 2. The following definitions apply throughout this rule:
(1) “Applicant” means any person or designated agent who seeks to become a customer for residential water
utility service.
(2) “Commission” means the Indiana utility regulatory commission.
(3) “Customer” means any person who requests and obtains residential utility service and is responsible for the
payment of charges, compliance with filed tariffs, and rules of the utility.
(4) “Disconnection” means the termination or discontinuance of utility service.
(5) “Late payment charge” means the one-time penalty assessed by a utility on a customer’s account when the
account becomes delinquent.
(6) “Residential service” means water utility service for household purposes that is billed under a residential
rate. ’
(7) “Utility” or “public utility” means any public utility (as defined in IC 8-1-2-1) that furnishes water service to
the public under the jurisdiction of the commission.

(Indiana Utility Regulatory Commission; 170 IAC 6-1.2-2)

170 TAC 6-1.2-3 Creditworthiness guidelines
Authority: IC 8-1-1-3; IC 8-1-2-34.5
Affected: IC 8-1-2

Sec. 3. (a) A utility shall determine the creditworthiness of an applicant or customer in an equitable and
nondiscriminatory manner:
(1) without regard to:
(A) race;
(B) color;
(C) creed;
(D) religion;
(E) national origin;
(F) sex;
(G) marital status;
(H) receipt of public assistance; or
(I) the economic character of the area wherein the applicant or customer resides; and
(2) solely upon the credit risk of the individual applicant or customer without regard to the:
(A) collective credit reputation of the area in which he or she lives; and
(B) credit history of any other individual residing in the household or the applicant or customer’s spouse.

(b) A utility may require a residential service applicant or customer to satisfactorily establish his or her
financial responsibility (creditworthiness). The utility may require a deposit or other reasonable guarantor to
secure payment of bills before providing utility service if the applicant or customer is not deemed creditworthy
due to any of the following circumstances:

(1) The applicant or customer does not meet or exceed the predetermined minimum credit score selected by the

utility using a credit scoring system as provided in the utility’s tariff.

(2) The applicant or customer has failed to pay for past due water service furnished to him or her at the same or

at another address within the past four (4) years.

(c¢) A bill for one (1) class of service (such as commercial) shall not be transferred to a bill for another class of
service (such as residential), nor shall a bill for one (1) form of utility service (such as water) be transferred to a
bill for another form of utility service (such as gas). Utility service shall not be denied for nonpayment of bills for



merchandise or other nonutility or unregulated services.

(d) Utilities shall treat customers who have filed bankruptcy under federal law in accordance with the
protective provisions of 11 U.S.C. 366, effective October 22, 1994. (Indiana Utility Regulatory Commission; 170 IAC
6-1.2-3)

170 IAC 6-1.2-4 Deposits
Authority: IC 8-1-1-3; IC 8-1-2-34.5
Affected: IC 8-1-2; IC 32-34-1

Sec. 4. (a) If the applicant or customer fails to establish that he or she is creditworthy under section 3 of this
rule, the applicant or customer may be required to make a reasonable deposit. The deposit shall not exceed one-
sixth ('/¢) of the estimated annual billings for regulated wutility service at the address at which service is rendered
to the applicant or customer and shall be paid in full before establishment of service, subject to the provisions of
section 6 of this rule; provided, however, that a deposit shall be based upon estimated regulated water service
charges only. If a deposit is greater than one hundred fifty dollars ($150), the utility shall advise the applicant or
customer simultaneously with making a demand for a deposit that the applicant or customer may pay the deposit
in equal installment payments over a period of no fewer than three (3) months, and service shall be connected
upon receipt by the utility of the first payment. For example, if the total deposit required by a utility under this
section is one hundred eighty dollars ($180), the applicant or customer could make three (3) payments of sixty
dollars ($60) over a three (3) month period, and service would be connected after the first sixty dollar ($60)
payment. The applicant or customer shall not be required to make any advanced payments in addition to or in
lieu of a deposit required by this rule in order to receive service. An initial deposit made by a customer shall be
subject to reevaluation upon the request of either the utility or the customer, based upon actual charges for
services rendered, at any time after service has been provided.

(b) The utility may elect to accept a written guarantee, signed by a third party guarantor acceptable to the
utility within its discretion, of payment for all utility service rendered or requested to be rendered to the applicant
or customer. The guarantor may terminate the guarantee upon thirty (30) days prior written notice. The
guarantee shall be in full force and effect up to and including the date the guarantee shall terminate, and the
guarantor shall be obligated, as provided in the written guarantee, respecting the payment of the amount of the
applicant or customer’s bill on the date of termination. A guarantee shall terminate when the customer submits
satisfactory payment for a period of ten (10) out of any twelve (12) consecutive months.

(c) If the utility requires a deposit or a written guarantee as a condition of providing service, the utility shall
advise the applicant or customer of the reason upon which the utility bases its decision and provide the applicant
or customer with an opportunity to rebut the facts and show other facts demonstrating creditworthiness.

(d) A utility may require an existing customer to make a reasonable deposit, or an additional deposit in cases
where a deposit has been made and exhausted under this rule, under any of the following circumstances:

(1) The customer has been mailed disconnect notices for two (2) consecutive months.

(2) The customer has been mailed disconnect notices for any three (3) months within the preceding twelve (12)

month period.

(3) The service to the customer has been disconnected within the past forty-five (45) days for nonpayment.
In such cases, notice of the need for a deposit shall be in writing, and the customer shall be given ten (10) business
days from the mailing date of the notice within which to make the deposit. When the service has been
disconnected within the past four (4) years under section 5 of this rule, the deposit shall be provided before the
service will be reconnected. The total amount of all deposits required for service under this section may not exceed
an amount equal to one-sixth (/) of the annualized estimated billings for regulated utility service to the customer
at the address at which service is rendered.

(e) Requirements for interest upon a deposit shall be as follows:

(1) A deposit held more than thirty (30) days shall earn interest from the date of deposit. Beginning on the
effective date of this rule, the rate of interest shall be set by the commission based upon the then existing rate
for one (1) year United States Treasury Constant Maturity securities. The interest rate shall be rounded to the



nearest one-half (*/;) of one percent (1%). In December of each year, the commission shall issue a general
administrative order establishing the interest rate for the next calendar year that shall be paid on all deposits
held during all or part of the subsequent year.

(2) The deposit shall not earn interest after the date it is mailed or personally delivered to the customer or
otherwise lawfully disposed of as provided in subsection (f)(6).

(f) Requirements for refunds shall be as follows:
(1) Any deposit and accrued interest shall be promptly refunded to the customer without the customer’s request
when the customer submits satisfactory payment ten (10) out of any twelve (12) consecutive months without late
payment.
(2) A statement of accounting for each transaction affecting the deposit and interest shall accompany refunds of
deposits or accrued interest issued under this section. .
(3) Following a customer requested termination of service, the utility shall do the following:

(A) Apply the deposit, plus accrued interest, to the final bill.

(B) Refund any remaining deposit and accrued interest within fifteen (15) business days after payment of the

final bill. '
(4) A utility shall maintain a record of each applicant or customer making a deposit that shows the following:

(A) The name of the customer. - "

(B) The current mailing address of the customer.

(C) The amount of the deposit.

(D) The date the deposit was made.

(E) A record of each transaction affecting the deposit.
(5) Each customer shall be provided a written receipt from the utility at the time the customer’s deposit is paid
in full or any time the customer makes a partial payment. The utility shall provide a reasonable method by
which a customer, who is unable to locate his or her receipt, may establish that he or she is entitled to a refund
of the deposit and payment of interest thereon.
(6) Any deposit made by the applicant or customer to the utility (less any lawful deductions to be refunded), or
any sum the utility is ordered to refund for water service that has remained unclaimed for one (1) year after the
utility has made a diligent effort to locate the customer who made the deposit or the heirs of the customer, shall
be presumed abandoned and treated in accordance with IC 32-34-1 et seq.

(g) A deposit may be used by the utility to cover any unpaid balances owed the utility following disconnection of
utility service, provided, however, that any surplus be returned to the customer as provided in this section.

(h) A deposit shall not be applied to satisfy an applicant or customer’s bill, prior arrearage, or outstanding
indebtedness that is greater than four (4) years old; however, a utility may pursue the unpaid balances via
collections or other means provided by applicable law.

(i) At the end of every year of service, if the deposit plus interest is not refunded to the customer, the utility shall
automatically refund the accrued interest on the deposit to the customer by crediting the customer’s account and
stating this credit clearly on the customer’s next regular bill,

(i) A customer who fails to pay a bill by the time specified by the regulations of the utility and commission
regarding the prompt payment of bills, and who further fails to pay the bill within a reasonable period after
presentation of a disconnection of service notice for nonpayment, may be required to pay the bill and to
reestablish credit by making a deposit under this rule.

(k) Establishment of credit by deposit shall not relieve a customer from complying with the commission’s rules
for prompt payment of bills. (Indiana Utility Regulatory Commission; 170 IAC 6-1.2-4)

170 TAC 6-1.2-5 Disconnection and prohibited disconnections
Authority: IC 8-1-1-3; IC 8-1-2-34.5; 1C 8-1-2-122
Affected: IC 8-1-2-4

Sec. S. (a) Requirements for disconnection upon a customer’s request are as follows:



(1) The customer shall notify the utility at least three (3) business days in advance of the day disconnection is
desired. The customer shall remain responsible for all service used and the billing therefor until the date the
customer has requested disconnection pursuant to the notice.

(2) Upon request by a customer to a utility to disconnect service in fewer than three (3) business days, the utility
shall disconnect the service within three (3) business days of the request. The customer shall not be liable for
any service rendered to the address after the expiration of the three (3) days.

(3) The customer shall not charge service or authorize the charging of service to any account that has been
disconnected at the customer’s request or otherwise. A customer shall be responsible for any services he or she
charges or authorizes charged to the disconnected account in violation of the prohibition in this subdivision.

(b) Requirements for disconnection without a customer’s request are as follows:
(1) A utility may disconnect service without request by the customer of the service and without prior notice
only:
(A) if a condition dangerous or hazardous to life, physical safety, or property exists;
(B) upon order by any court, the commission or other duly authorized public authority;
(C) if fraudulent or unauthorized use of service is detected and the utility has reasonable grounds to believe
the affected customer is responsible for the use;
(D) if the utility’s equipment has been tampered with and the utlllty has reasonable grounds to believe that
the affected customer is responsible for the tampering; or
(E) if the utility’s equipment is used in a manner disruptive to the service of other customers.
(2) A utility may disconnect service to a customer based on a delinquent account with the same class of service
(such as residential service) for that customer.

(c) Requirements for prohibited disconnections are as follows:
(1) Except as otherwise provided in subsections (a) and (b), a utility shall postpone the disconnection of water
service for thirty (30) days if, before the disconnect date specified in the disconnect notice, the customer
provides the utility with a medical statement from a licensed physician or public health official that states that
disconnection would be a serious and immediate threat to the health and safety of a designated person in the
household of the customer. The postponement of disconnection shall be continued for one (1) additional ten (10)
day period upon the provision of an additional medical statement to the utility. The utility shall be required to
provide the customer a total of forty (40) days postponement of disconnection for medical reasons under this
subsection only once in any twelve (12) month period. Further postponement of disconnection may be made at
the utility’s discretion.
(2) A utility may not disconnect water service to the customer for any of the following reasons:
(A) Nonpayment of any nonutility or unregulated utility services.
(B) Upon the customer’s failure to pay for services to a previous occupant of the premises being served unless
the utility has reasonable grounds to believe that the customer is attempting to defraud the utility.
(C) On the basis of the delinquent character of an account of any other person, except if the customer is the
guarantor of that other person’s account for water service.
(D) If the customer makes payment arrangements under section 6 of this rule.
(E) If a customer is unable to pay a bill that is unusually large due to prior incorrect billing, incorrect
application of the rate schedule, prior estimates where no actual reading was taken for over two (2) months,
or any human or mechanical error of the utility, and the customer:
() makes a payment arrangement in accordance with the guidelines set forth in section 6 of this rule; and
(ii) agrees to pay all undisputed future bills for water service as they become due, provided, however, that
the utility may not add to the outstanding bill any late fee and, provided further, that the payment
arrangement agreement in item (i) and this item shall be put in writing by the utility and sent by mail to the
customer.

(d) No utility may disconnect service unless the disconnecting is done between the hours of 8 a.m. and 3 p.m.,
prevailing local time. Disconnections under subsections (a) and (b) are not subject to this limitation. The utility
may not disconnect service for nonpayment:

(1) on any:

(A) Friday after noon;
(B) Saturday;



(C) Sunday; or
(D) other day the utility’s offices are not open for business; or
(2) after noon on any day immediately before a day the utility’s office are not open for business.

(e) Requirements for notice required before involuntary disconnection are as follows:
(1) Except as otherwise provided in this section, service to any customer shall not be disconnected for a violation
of any rule of the utility or for nonpayment of a bill, except after fourteen (14) days from the postmark date of a
written notice sent to the customer at the address shown on the records of the utility or the notice is personally
served upon the customer or a responsible member of the customer’s household. No disconnect notice for
nonpayment may be rendered before the date on which the account becomes delinquent.
(2) The disconnection notice shall be in language that is clear, concise, and easily understandable to a layperson
and shall state, in separately numbered large print paragraphs, the following information:
(A) The date of the proposed disconnection.
(B) The specific reason and factual basis for the proposed disconnection.
(C) The telephone number of the utility office at which the customer may call during regular business hours
to question the proposed disconnection or seek information concerning the customer’s rights.
(D) The local and toll-free telephone numbers and office hours of the commission.
(E) That the customer may refer to the pamphlet furnished under 170 IAC 6-1-18 for information as to the
customer’s rights.
(F) Information as to the customer’s rights, under this rule, including, but not limited to, the following:
() That the customer may obtain a temporary waiver of disconnection for a serious illness or medical
emergency under subsection (c).
(ii) That the customer may file a complaint with the utility.
(iii) That if the complaint is not resolved by the utility to the customer’s satisfaction, the customer may file a
complaint with the commission.
(iv) That the customer may make payment arrangements under section 6 of this rule.

() Utility employees conducting disconnections of service shall follow the following procedures:

(1) Immediately preceding the actual disconnection of service, the employee of the utility designated to perform
the function shall make a reasonable attempt to identify himself or herself to the customer or any other
responsible person then upon the premises and shall announce the purpose of his or her presence and shall
make a record thereof to be maintained for at least thirty (30) days.

(2) The employee shall have in his or her possession information sufficient to enable the employee to inform the
customer or other responsible person the reason for the disconnection, including the amount of any delinquent
bill of the customer, and shall request from the customer any available verification that the outstanding bill has
been satisfied or is currently in dispute and under review by the utility or the commission. Upon the
presentation of such credible evidence, service shall not be disconnected.

(3) The employee shall not be required to accept payment from the customer, user, or other responsible person
in order to prevent the service from being disconnected. The utility shall notify the customers under 170 IAC 6-
1-18 of its policy with regard to the acceptance or nonacceptance of payment from the employee and shall
uniformly follow the policy without discrimination.

(4) When the employee has disconnected the service, the employee shall give to a respon51ble person at the
customer’s premises, or if no one is at home, shall leave at a conspicuous place on the premises, a notice stating
that service has been disconnected and stating the address and telephone number of the utility where the user
may arrange to have service reconnected.

(g) If a utility disconnects service in violation of this rule, the service shall immediately be restored at no charge
to the customer. (Indiana Utility Regulatory Commission; 170 IAC 6-1.2-5)

170 IAC 6-1.2-6 Payment arrangements and reconnection of service
Authority: IC 8-1-1-3; IC 8-1-2-34.5; IC 8-1-2-121; IC 8-1-2-122
Affected: IC 8-1-2; IC 32-34-1-20

Sec. 6. (2) Except in cases where fraudulent or unauthorized use of utility service is detected and the utility has
reasonable grounds to believe the customer is responsible for the use, when a residential customer cannot pay an



undisputed bill or the undisputed portion of a disputed bill in full, the utility shall continue to serve the customer
or reconnect the customer if the customer and the utility agree on a reasonable portion of the outstanding bill to
be paid immediately. The manner in which the balance of the outstanding bill will be paid (the “payment
arrangement”) shall be made in accordance with the following guidelines:
(1) The customer shows just cause for his or her inability to pay (financial hardship shall constitute just cause),
and the customer pays a reasonable portion of the amount, not to exceed one-third (*/5) of all amounts due
(unless the customer agrees to a greater portion) and the customer:
(A) agrees to pay:
(i) the balance of all amounts due in equal monthly instaliments; and
(ii) all undisputed future bills for utility service as they become due; and
(B) has not breached any similar agreement with the utility made under this section in the last twelve (12)
months.
(2) In deciding on the reasonableness of a particular payment arrangement, the utility shall consider the
following:
(A) The customer’s ability to pay.
(B) The size of the unpaid balance.
(C) The customer’s payment history and length of service.
(D) The amount of time the debt has been and the reasons why the debt is outstanding,
(3) The payment arrangement shall provide the customer with adequate opportunity to apply for and receive
the benefits of any available public assistance program.
(4) The payment arrangement is subject to amendment upon the customer’s request if there is a change in the
customer’s financial circumstances.
(5) The utility may add to the outstanding bill a late payment charge not to exceed the amount set under 170
TIAC 6-1-13(B); however, only one (1) late payment charge may be assessed against the charges applicable to
any given month.

(b) The terms of any payment arrangement made under this section shall be put in writing by the utility and
sent by mail to the customer.

(c) If the customer does not meet any of the conditions in subsection (a), the utility may, but is not obligated to,
enter into subsequent payment arrangements with the customer.

(d) The utility shall reconnect service to a customer as soon as reasonably possible but at least within one (1)
working day after the utility is requested to do so if the customer has satisfied the requirements of this rule.

(e) A utility may charge a reasonable reconnection charge not to exceed the charge approved by the commission
in the utility’s filed tariffs. A utility shall inform its customers of the reconnection fee under 170 IAC 6-1-18.
(Indiana Utility Regulatory Commission; 170 IAC 6-1.2-6)

170 IAC 6-1.2-7 Customer complaints to the utility
Authority: IC 8-1-1-3; IC 8-1-2-34.5
Affected: IC 8-1-2

Sec. 7. (a) An applicant or customer may complain at any time to a utility about any bill, security deposit,
disconnection notice, or any other matter relating to installation or service and may request a conference with the
utility thereon. The complaints may be made in person, by telephone, in writing, or by completing a written or
electronic form available from the utility. A complaint shall be considered filed upon receipt by the utility, except
mailed complaints shall be considered filed two (2) calendar days after the postmark date. In making a complaint
or request for conference, the applicant or customer shall state, at a minimum, his or her name, service address,
telephone number, and the general nature of his or her complaint.

(b) Upon receiving each such complaint or request for conference, the utility shall take the following actions:
(1) Immediately notify an applicant or customer that any undisputed portion of a bill shall be paid by the date
due in order to avoid disconnection of service in accordance with section 5 of this rule.

(2) Promptly, thoroughly, and completely investigate the complaint in good faith, attempt to confer with the
applicant or customer when requested, and notify the applicant or customer of the utility’s proposed disposition



of the complaint. During the investigation, no collection action shall be taken for items that are being disputed,
and there shall be no negative impact on applicant or customer’s credit rating.

(3) Without the applicant or customer’s permission, the utility shall not disconnect, remove, or restrict any
service that is the subject matter of the complaint while investigating the complaint or making a good faith
attempt to resolve the complaint.

(4) Charges that are disputed by the applicant or customer shall not be treated as delinquent while an
investigation is pending.

(5) After investigation, the utility may rebill the disputed charges in the next billing cycle if the investigation
determined that the charges were appropriate; however, the utility shall not assess any late payment charge
that may have accrued while the investigation was pending,.

(6) If the utility’s proposed disposition is not in the applicant or customer’s favor, the utility shall notify the
applicant or customer of the disposition in writing if the complaint was made in writing. If the utility’s proposed
disposition is not in the applicant or customer’s favor, the utility shall notify the applicant or customer in
writing or orally, if the complaint was made orally. The notification shall include contact information for the
commission, including the commission’s mailing address, toll-free complaint number, and local telephone
number. A utility shall direct its personnel engaged in contact with an applicant or customer to inform the
applicant or customer, if he or she expresses dissatisfaction with the decision of the personnel, of the right to
have the problem considered and acted upon by supervisory personnel of the utility. A utility shall further
direct the supervisory personnel to notify the applicant or customer who expresses dissatisfaction with the
decision of the supervisory personnel of the right to have the problem reviewed by the commission’s consumer
affairs division and shall furnish him or her the business address and telephone number of the commission. The
notification shall advise the applicant or customer that if he or she is dissatisfied with the utility’s disposition,
the applicant or customer may, within twenty-one (21) days, file a complaint with the commission’s consumer
affairs division (under section 8 of this rule). The payment of a deposit as requested by the utility shall not
foreclose or in any manner affect the applicant or customer’s right to appeal under IC 8-1-2-34.5 or other
applicable law.

(¢) If at any time the applicant or customer files a complaint with the commission regarding a dispute with a
utility, the procedures set forth in section 8 of this rule shall apply. Any disconnection of the applicant or
customer’s service shall be governed by section 5 of this rule.

(d) A utility shall retain a written record of complaints and requests for conferences for at least eighteen (18)
months after the complaint or request for conference is made. The records shall be maintained at the office or
branch office of the utility or in the respective department office thereof where the complaints were received or
any conferences were subsequently held. The written records are to be readily available upon request by the:

(1) concerned applicant or customer;

(2) applicant or customer’s agent possessing written authorization; or

(3) commission.

(e) A utility shall, at the request of the commission, submit a report covering the previous twelve (12) month
period to the commission that shall state and classify the following:

(1) The number of complaints made to the utility under this rule.

(2) The general nature of the subject matter thereof.

(3) How the complaint was received.

(4) Whether a commission review was conducted thereon.
(Indiana Utility Regulatory Commission; 170 IAC 6-1.2-7)

170 IAC 6-1.2-8 Customer complaints to the commission
Authority: IC 8-1-1-3; IC 8-1-2-34.5
Affected: IC 8-1-2-88

Sec. 8. (a) An individual or entity may informally complain to the commission’s consumer affairs division with
respect to any matter within the jurisdiction of the commission. The complaints may be made in person, by
telephone, in writing, or by completing a written or electronic form available from the consumer affairs division.
A complaint shall be considered filed upon receipt by the commission, except mailed complaints shall be



considered filed as of the postmark date. In making a complaint, the applicant or customer shall state, at a
minimum, the following:

(1) His or her name.

(2) The service address.

(3) His or her telephone number.

(4) The name of the utility involved.

(5) The general nature of his or her complaint.

(b) Without the applicant or customer’s permission, the utility shall not disconnect, remove, or restrict any
service that is the subject matter of the complaint while any commission review or investigation of the complaint is
pending. The applicant or customer shall continue to pay all undisputed charges. In those instances when the
applicant or customer and the utility cannot agree as to what portion of a bill is undisputed, the applicant or
customer shall pay on the disputed bill an amount equal to the applicant or customer’s average bill for the twelve
(12) months immediately preceding the disputed bill. In those cases where the applicant or customer has received
fewer than twelve (12) bills, the applicant or customer shall pay an amount equal to one-twelfth (/;) of the
estimated annual billing for service to be rendered to the applicant or customer.

(c) If the applicant or customer is dissatisfied with a utility’s notice of the utility’s proposed disposition of the
complaint as provided in section 7 of this rule, the applicant or applicant or customer may, within twenty-one (21)
days after the postmark date of the notice, file an informal complaint with the commission’s consumer affairs
division.

(d) Upon receiving an informal complaint, the following actions shall be taken:

(1) The utility shall be notified that a complaint has been made.

(2) The complaint shall be investigated.

(3) The applicant or customer and the utility shall be notified of the decision made on the complaint in
accordance with applicable law.

(e) Requirements for an informal review are as follows:

(1) The applicant or customer or the utility may make a written request that a decision made under subsection
(d) be reviewed informally by the consumer affairs director or designee. The written request shall be made
within fourteen (14) days of the decision. The records of the commission relating to the reviews shall be kept in
a systematic order.

(2) Upon receiving a request for an informal review, the consumer affairs director or designee shall provide an
informal review in a timely manner. The review shall consist of not less than a prompt and thorough
investigation of the dispute and shall result in a written decision to be mailed to the applicant or customer.
Upon request by either party or the consumer affairs director or designee, the parties shall be required to meet
and confer to the extent and at a place the consumer affairs director or designee considers appropriate.

(f) The applicant or customer may make a written request that the commission investigate the disposition of the
informal review. The written request shall be made within twenty (20) days of the consumer affairs division’s
notice of disposition. Before entering an order upon a commission investigation, the commission shall afford the
applicant or customer and the utility notice and an opportunity to be heard.

(g) Without the applicant or customer’s permission, the utility shall not disconnect, remove, or restrict any
disputed service until at least twenty (20) days have elapsed from the postmark date of the consumer affairs
division’s disposition or the commission’s order upon investigation, if any.

(h) The time frames provided in this section may be extended at the discretion of the consumer affairs division.
(Indiana Utility Regulatory Commission; 170 IAC 6-1.2-8)

170 IAC 6-1.2-9 Estimated bills
Authority: IC 8-1-1-3; IC 8-1-2-34.5
Affected: IC 8-1-2-4



Sec. 9. (a) Each estimated bill shall be clearly and conspicuously identified as such. Unless otherwise requested
by a customer, estimated bills shall not be issued for more than three (3) consecutive months. After three (3)
consecutive months of estimating the customer’s bill, the utility shall secure an accurate reading of the meter.
Failure on the part of the customer to comply with a reasonable request for meter access may lead to
discontinuance of service.

(b) A utility or billing entity may not render a bill based on estimated usage if:
(1) the billing would be the customer’s first or final bill for service;

(2) the customer has supplied meter readings to the utility; or

(3) the customer has requested an actual meter read.

(c) When a utility or billing entity renders an estimated bill in accordance with this article, the utility or billing
entity shall maintain accurate records of the reasons therefor and efforts made to secure an actual reading.

(d) When a utility underestimates a customer’s usage, the customer shall be given the opportunity to make
payment arrangements as provided in this rule.

(e) A utility may estimate a bill because a meter malfunctioned or failed. If the time when the meter malfunction
or error began cannot be reasonably determined to have occurred within a specific billing period, the corrected
billings shall not exceed the most recent six (6) months before the discovery of the malfunction or error. If the
time when the malfunction or error began can be reasonably determined, the corrected billings shall go back to
that time but shall not exceed twelve (12) months. (Indiana Utility Regulatory Commission; 170 IAC 6-1.2-9)

SECTION 4. 170 IAC 7-1.3-2 IS AMENDED TO READ AS FOLLOWS:

170 IAC 7-1.3-2 Definitions
Authority: IC 8-1-1-3
Affected: IC 8-1-2-1

Sec. 2. The following definitions apply throughout this rule:
(1) “Applicant” means any person, company, or designated agent who seeks to become a customer for basic residential
or small business telephone services.
(2) “Basic local service” means the provision to a customer of an access line that transmits two-way interactive
switched voice or communication within a local calling area.
(3) “Business days” means all days other than a:
(A) Saturday;
(B) Sunday;
(C) legal holiday as defined by statute; or
(D) day that the utility (or service provider) office is closed during regular business hours.
(4) “Clear and conspicuous notification” means notice that would be apparent to a reasonable consumer.
(5) “Commission” means the Indiana utility regulatory commission.
(6) “Competitive local exchange carrier” or “CLEC” means a local service telephone utility that provides telephone
service to customers in the geographic territory served by the local exchange and does not qualify as an incumbent
local exchange earrier ILEC under subdivision (93 (10).
(7) “Customer” means the following:
(A) Any person that requests and obtains telephone service and is responsible for the following:
(i) The payment of charges.
(ii) Compliance with filed tariffs. and
(iii) Rules of the utility.
(B) Any business or institutional entity, whether an individual, partnership, corporation, association, or other
business or institutional form that:
(i) does or will operate with four (4) or fewer single access lines;
(ii) requests and obtains telephone service for occupational, professional, or institutional purposes; and
(iii) is responsible for the payment of charges, compliance with filed tariffs, and rules of the utility.
(C) Any customer whose service has been temporarily disconnected shall continue to be a customer for purposes of



this rule until such time as service is permanently disconnected and the customer must reapply for new service.
(8) “Deniable charges” means charges for basic local service. Delinquency in payment of deniable charges may result
in disconnection of basic local service.
(9) “Disconnection” means the termination or discontinuance of utility service.
€93 (10) “Incumbent local exchange carrier” or “ILEC” means a local service telephone utility that provides telephone
service to customers in the geographic territory served by the local exchange and that:
(A) on February 8, 1996, provided telephone exchange service in such area and was deemed to be a member of the
exchange carrier association under 47 CFR 69.601(b); or
(B) is a person or entity that on or after February 8, 1996, became a successor or assignee of a member described in
clause (A).
(11) “Late payment charge” means the one-time penalty assessed by a utility on a customer’s account when the
account becomes delinquent.
03 (12) “Local exchange carrier” or “LEC” means a local serving telephone utility that provides telephone service to
customers in the geographic territory served by the local exchange, and excluding those services provided pursuantto a
CTA issued for a radio common carrier or commercial mobile radio service.
&5 (13) “Long distance service” or “toll service” means the transmission of two-way interactive switched voice
communication between local exchange areas for which charges are made on a per-unit basis.
2) (14) “New service provider” means a service provider that did not bill the customer for service during the service
provider’s last billing cycle. The term includes only providers that have continuing relationships with the customer that
will result in periodic charges on the customer’s bill unless the service is subsequently canceled.
&3} (15) “Nondeniable charges” means charges for toll service and unregulated telecommunications services.
Delinquency in payment of nondeniable charges shall not result in disconnection of basic local service.
43 (16) “Temporary disconnection” means a disconnection that has not yet resulted in the customer’s account being
permanently removed from the telephone provider’s network.
&5 (17) “Utility” means any public utility (as defined in IC 8-1-2-1) er munieipal utility (as defined in IC 8-1.5-1-10)
that furnishes telephone service to the public under the jurisdiction of the commission.
(Indiana Utility Regulatory Commission; 170 IAC 7-1.3-2; filed Aug 7, 2002, 10:05 a.m.: 25 IR 4066, eff one hundred
eighty (180) days after filing with the secretary of state or January 1, 2003, whichever is later; errata, 26 IR 1565;
errata, 26 IR 2375)

SECTION 5. 170 IAC 7-1.3-3 IS AMENDED TO READ AS FOLLOWS:

170 YAC 7-1.3-3 Creditworthiness of residential customer; deposit; refund
Authority: IC 8-1-1-3
Affected: IC 8-1-2-4; IC 8-1-2-88; IC 32-34-1

Sec. 3. (a) Each A LEC shall determine the creditworthiness of applicants or customers in an equitable and
nondiscriminatory manner:
(1) without regard to: the
(A) race;
(B) color;
(C) creed;
(D) religion;
(E) sex;
(F) national origin; er
(G) marital status; of the applicant or customer; or the economic character of the area wherein the applicant or
eustomer resides or operates; and
(H) receipt of public assistance; or
(I) the economic character of the area wherein the applicant or customer resides or operates; and
(2) solely upon the credit risk of the individual applicant or customer without regard to the:
(A) collective credit reputation of the area in which the applicant or customer resides or operates; and
(B) credit history of any other individual residing in the household or the applicant or customer’s spouse.

tb) Each new applicant for residential telephone service shall be deemed creditworthy and shall net be required to
make a eash deposit as a condition of receiving basic local service if the applicant satisfies either of the following eriteria:



5 The applicant has been a customer of a public or municipal utility in the United States within the last twe (2) years;
bills that were delinquent to such utility o, if service was rendered for a period for less than twelve (12) months; did
not have meore than one (1) delinquent bill in sueh period; and
€S within the last twe (2) years did not have a serviee disconnected by such utility for nonpayment of a bill for

2) The applicant has not been a eustomer of a utility during the previous twe (2) years and any of the following eriteria

are met:

€ his or her present employer for twe (2) years;
€1 bis or her present employer for less than twe (2) years; but has been employed by enly one (1) other employer
during the past twe (2) years; oF
(i) the present employer for less than twe @) years and has no previous employment due to recently:
AA) eraduating from a schoeol; university; or voeational program; or
€ owns or is buying his or her home; or
@) is renting a home or an apartment and has oceupied the premises for more than twe (2) years:

(b) ALEC may require a residential service applicant or customer to satisfactorily establish his or her financial
responsibility (creditworthiness). The LEC may require a deposit or other reasonable guarantor to secure
payment of bills before providing local exchange service if the applicant or customer is not deemed creditworthy
because the applicant or customer:

(1) does not meet or exceed the predetermined minimum credit score selected by the LEC using a credit scoring

system as provided in the LEC’s tariff; or

(2) has failed to pay for past due telephone service furnished to him or her at the same or at another address

within the past four (4) years.

(c) A bill for one (1) class of service (such as commercial) shall not be transferred to a bill for another class of
service (such as residential), nor shall a bill for one (1) form of utility service (such as telephone) be transferred to
a bill for another form of utility service (such as electric). Local exchange service shall not be denied for
nonpayment of bills for merchandise or other nonutility or unregulated services.

¢e} (d) If the applicant or customer fails to establish that he or she is creditworthy under subsection (b), the applicant
or customer may be required to make a reasonable initial eash deposit. Such initial The deposit shall not exceed one-
sixth ('/¢) of the estimated annual billings for local service at the address at which service is rendered to the applicant
or customer and shall be paid in full before installation of service, Such subject to the provisions of section 11 of this
rule; provided, however, that a deposit shall be based upon estimated local regulated telecommunications service
charges only. If a deposit is greater than one hundred fifty dollars ($150), the LEC shall advise the applicant or
customer simultaneously with making a demand for a deposit that the applicant or customer may pay the deposit
in equal installment payments over a period of no fewer than three (3) months, and service shall be connected
upon receipt by the LEC of the first payment. For example, if the total deposit required by a LEC under this
section is one hundred eighty dollars ($180), the applicant or customer could make three (3) payments of sixty
dollars ($60) over a three (3) month period, and service would be connected after the first sixty dollar ($60)
payment. The applicant or customer shall not be required to make any advanced payments in addition to or in
lieu of a deposit required by this rule in order to receive service. An initial deposit made by a customer shall be
subject to reevaluation upon the request of either the LEC or the customer, based upon actual charges for services
rendered, at any time after service has been provided.

£d) (e) The utility LEC may elect to accept a written guarantee, signed by a third party guarantor acceptable to the
utility LEC within its discretion, of payment for all telephone service rendered or requested to be rendered to the
applicant or customer. The guarantor may terminate the guarantee upon thirty (30) days prior written notice. Said The
guarantee shall be in full force and effect up to and including the date the guarantee shall terminate, and the guarantor
shall be obligated, as provided in the written guarantee, respecting the payment of the amount of the applicant’s



applicant or customer’s bill on the date of termination. A guarantee shall terminate when the customer submits
satisfactory payment for a period of either:

b nine (9) consecutive months; or

2) ten (10) out of any twelve (12) consecutive months.

ey () If the utility LEC requires a eash deposit or a written guarantee as a condition of providing service, the utility
LEC shall advise the applicant or customer of the reason upon which it the LEC bases its decision and provide the
applicant or customer with an opportunity to rebut sach the facts and show other facts demonstrating creditworthiness.

€5 (g) The LEC may require a present an existing customer to make a reasonable eash deposit, or an additional deposit
in cases where a deposit has been made when and exhausted under this rule, under any of the following
circumstances:

(1) The customer has been mailed disconnect notices for:

(A) two (2) consecutive months; or
(B) any three (3) months within the preceding twelve (12) month period.

(2) The service to the customer has been disconnected within the past forty-five (45) days for nonpayment.
In such cases, notice of the need for a deposit shall be in writing, and the customer shall be given ten (10) business days
from the mailing date of the notice within which to make said the deposit. When the service has been disconnected within
the past four (4) years pursuant to under section 11 of this rule, the deposit shall be provided before the service will be
reconnected. The total amount of all deposits required for local service parsuant to under this section may not exceed an
amount equal to one-sixth ('/s) of the annualized estimated billings for local service to the customer at the address at
which service is rendered. The applicant or customer shall not be required to make any advanced payments in
addition to or in lieu of a deposit required by this rule.

€2) (h) The LEC shall treat customers who have filed bankruptcy under federal law in accordance with the protective
provisions of 11 U.S.C. 366, effective October 22, 1994.

&) (i) Requirements for interest upon a deposit shall be as follows:

(1) A deposit held more than thirty (30) days shall earn interest from the date of deposit. Beginning on the effective
date of this rule, the rate of interest shall be set by the commission based upon the then existing rate for one (1) year
United States treasury bills. The interest rate will be rounded to the nearest one-half (12) of one percent (1%). In
December of each year, the commission shall issue a general administrative order establishing the interest rate for the
next calendar year that shall be paid on all deposits held during all or part of the subsequent year.

(2) The deposit shall not earn interest after the date it the deposit is mailed or personally delivered to the customer, or
otherwise lawfully disposed of as provided in subsection G)6)- (j)(6).

& (j) Requirements for refunds shall be as follows:
(1) Any deposit and accrued interest shall be promptly refunded to the customer without the customer’s request when
the customer submits satisfactory payment ten (10) out.of any twelve (12) consecutive months without late payment.
(2) A statement of accounting for each transaction affecting the deposit and interest shall accompany refunds of
deposits or accrued interest issued under this section.
(3) Following a customer requested termination of service, the LEC shall do the following:
(A) Apply the deposit, plus accrued interest, to the final bill. er
(B) upen speecific request from the eustomer; Refund the any remaining deposit, plus accrued interest, within fifteen
(15) business days after payment of the final bill.
(4) Each A LEC shall maintain a record of each applicant or customer making a deposit that shows the following:
(A) The name of the customer.
(B) The current mailing address of the customer.
(C) The amount of the deposit.
(D) The date the deposit was made.
(E) A record of each transaction affecting sueh the deposit.
(5) Each A customer shall be provided a written receipt from the LEC at the time the customer’s deposit is paid in full
or when any time the customer makes a eash partial payment. The LEC shall provide a reasonable method by which a
customer, who is unable to locate his or her receipt, may establish that he or she is entitled to a refund of the deposit



and payment of interest thereon.

(6) Any deposit made by the applicant or customer to the LEC (less any lawful deductions to be refunded), or any sum
the LEC is ordered to refund for telephone services that has remained unclaimed for one (1) year after the LEC has
made a diligent effort to locate the customer who made sueh the deposit or the heirs of sueh the customer, shall be
presumed abandoned and treated in accordance with 1€ 32-341-20(e)- IC 32-34-1 et seq.

(7) A deposit may be used by the LEC to cover any unpaid balances owed the LEC following disconnection of any
service under section 11 of this rule, provided, however, that any surplus be returned to the customer as provided in
this subsection: section.

(8) Establishment of credit by eash deposit shali not relieve a customer from complying with the commission’s rules for
prompt payment of bills.

(k) A deposit shall not be applied to satisfy an applicant or customer’s bill, prior arrearage, or outstanding
indebtedness that is greater than four (4) years old; however, a LEC may pursue the unpaid balances via
collections or other means provided by applicable law.

(D At the end of every year of service, if the deposit plus interest is not refunded to the customer, the LEC shall
automatically refund the accrued interest on the deposit to the customer by crediting the customer’s account and
stating this credit clearly on the customer’s next regular bill.

(m) A customer who fails to pay a bill by the time specified by the regulations of the LEC and commission
regarding the prompt payment of bills, and who further fails to pay the bill within a reasonable period after
presentation of a disconnection of service notice for nonpayment, may be required to pay the bill and to
reestablish credit by making a deposit under this rule. (Indiana Utility Regulatory Commission; 170 IAC 7-1.3-3;
filed Aug 7, 2002, 10:05 a.m.: 25 IR 4067, eff one hundred eighty (180) days after filing with the secretary of state or
January 1, 2003, whichever is later; errata filed Oct 8, 2002, 12:54 p.m.: 26 IR 382)

SECTION 6. 170 IAC 7-1.3-8 IS AMENDED TO READ AS FOLLOWS:

170 TAC 7-1.3-8 Customer complaints to the utility
Authority: IC 8-1-1-3; IC 8-1-2-34.5
Affected: IC 8-1-2

Sec. 8. (a) A An applicant or customer may complain at any time to a utility about any bill, security deposit,
disconnection notice, or any other matter relating to installation or service and may request a conference with the utility
thereon. Sueh The complaints may be made in person, by telephone, in writing, or by completing a written or electronic
form available from the utility. at its business offices: A complaint shall be considered filed upon receipt by the utility,
except mailed complaints shall be considered filed two (2) calendar days after the postmark date. In making a complaint
or request for conference, the applicant or customer shall state, at a minimum, the following:

(1) His or her name. : o

(2) The service address.

(3) His or her telephone number. and

(4) The general nature of his or her complaint.

(b) Upon receiving each such complaint or request for conference, the utility shali take the following actions:

(1) Immediately notify a an applicant or customer that any undisputed portion of a bill shall be paid by the date due in
order to avoid disconnection of service in accordance with section 11 of this rule.

(2) Promptly, thoroughly, and completely investigate such the complaint in good faith, attempt to confer with the
applicant or customer when requested, and notify the applicant or customer of its the utility’s proposed disposition
of the complaint. During the investigation, no collection action shall be taken for items that are being disputed, and
there shall be no negative impact on the applicant or customer’s credit rating.

(3) Without the applicant or customer’s permission, the utility shall not disconnect, remove, or restrict any service that
is the subject matter of the complaint while investigating the complaint or making a good faith attempt to resolve the
complaint.

(4) Charges that are disputed by the applicant or customer shall not be treated as delinquent while an investigation is
pending.



(5) After investigation, the utility may rebill the disputed charges in the next billing cycle if the investigation
determined that the charges were appropriate; however, the utility shall not assess any late payment charge that
may have accrued while the investigation was pending.

(6) Ifthe utility’s proposed disposition is not in the applicant or customer’s favor, the utility shall notify the applicant
or customer of such the disposition in writing if the complaint was made in writing. If the utility’s proposed disposition
is not in the applicant or customer’s favor, the utility shall notify the applicant or customer in writing or orally, if the
complaint was made orally. A utility shall direct its personnel engaged in contact with an applicant or customer
to inform the applicant or customer, if he or she expresses dissatisfaction with the decision of the personnel, of
the right to have the problem considered and acted upon by supervisory personnel of the utility. A utility shall
further direct the supervisory personnel to notify the applicant or customer who expresses dissatisfaction with
the decision of the supervisory personnel of the right to have the problem reviewed by the commission’s
consumer affairs division and shall furnish him or her the business address and telephone number of the
commission. The notification shall advise the customer or applicant that if he or she is dissatisfied with the telephone
company’s disposition, the customer or applicant may, within twenty-one (21) days, file a complaint with the
commission’s consumer affairs division {pursuant to (under section 9 of this rule). Sueh The notification shall include
contact information for the commission, including the commission’s mailing address, toll-free complaint number, and
local telephone number. The payment of a deposit as requested by the utility shall not foreclose or in any manner
affect the applicant or customer’s right to appeal under IC 8-1-2-34.5 or other applicable law.

(c) If at any time the applicant or customer files a complaint with the commission regarding a dispute with a utility,
the procedures set forth in section 9 of this rule shall apply. Any disconnection of the applicant or customer’s service
shall be governed by section 11 of this rule.

(d) Eaeh A utility shall retain a written record of complaints and requests for conferences for at least eighteen (18)
months after the complaint or request for conference is made. Sueh The records shall be maintained at the office or
branch office of the utility or in the respective department office thereof where sueh the complaints were received or any
conferences were subsequently held. Such The written records are to be readily available upon request by the:

(1) concerned applicant or customer; the

(2) applicant or customer’s agent possessing written authorization; or the

(3) commission.

(e) Each A utility shall, at the request of the commission, submit a report covering the previous twelve (12) month
period to the commission that shall state and classify the following:

(1) The number of complaints made to the utility pursuant to under this rule.

(2) The general nature of the subject matter thereof.

(3) How the complaint was received. and

(4) Whether a commission review was conducted thereon.
(Indiana Utility Regulatory Commission; 170 IAC 7-1.3-8; filed Aug 7, 2002, 10:05 a.m.: 25 IR 4070, eff one hundred
eighty (180) days after filing with the secretary of state or January 1, 2003, whichever is later)

SECTION 7. 170 IAC 7-1.3-9 IS AMENDED TO READ AS FOLLOWS:

170 JAC 7-1.3-9 Customer complaints to the commission
Authority: IC 8-1-1-3; IC 8-1-2-34.5
Affected: IC 8-1-2-34.5; 1C 8-1-2-88

Sec. 9. (a) An individual or entity may informally complain to the commission’s consumer affairs division with respect
to any matter within the jurisdiction of the commission. Suek The complaints may be made in person, by telephone, in
writing, or by completing a written or electronic form available from the consumer affairs division. A complaint shall be
considered filed upon receipt by the commission, except mailed complaints shall be considered filed as of the postmark
date. In making a complaint, the applicant or customer shall state, at a minimum, the following:

(1) His or her name.

(2) The service address.

(3) His or her telephone number. and



(4) The name of the utility involved.
(5) The general nature of his or her complaint.

(b) Without the applicant or customer’s permission, the utility shall not disconnect, remove, or restrict any service that
is the subject matter of the complaint while any commission review or investigation of sueh the complaint is pending.
The applicant or customer shall continue to pay all undisputed charges. In those instances when the applicant or
customer and the utility cannot agree as to what portion of a bill is undisputed, the applicant or customer shall pay on
the disputed bill an amount equal to the applicant or customer’s average bill for the twelve (12) months immediately
preceding the disputed bill. In those cases where the applicant or customer has received fewer than twelve (12) bills, the
applicant or customer shall pay an amount equal to one-twelfth ('/;,) of the estimated annual billing for service to be
rendered to the applicant or customer.

(c) If the applicant or customer is dissatisfied with a utility’s notice of its the utility’s proposed disposition of the
complaint as provided in section 8 of this rule, the customer or applicant may, within twenty-one (21) days after the
postmark date of the notice, file a eensumer an informal complaint with the commission’s consumer affairs division.

(d) Upon receiving a eensumer an informal complaint, the following actions shall be taken:

(1) The utility shall be notified that a complaint has been made.

(2) The complaint shall be investigated.

(3) The applicant or customer and the utility shall be notified of the decision made on the complaint in accordance
with applicable law.

(e) Requirements for an informal review are as follows:
(1) The applicant or customer or the utility may make a written request that a decision made pursuant to under
subsection (d) be reviewed informally by the consumer affairs director or designee. Such The written request shall be
made within fourteen (14) days of the decision. The records of the commission relating to such the reviews shall be
kept in a systematic order.
(2) Upon receiving a request for an informal review, the consumer affairs director or designee shall provide an
informal review within thirty (30) days- in a timely manner. The review shall consist of not less than a prompt and
thorough investigation of the dispute and shall result in a written decision to be mailed to the applicant or customer
and the utility. within thirty (30) days afier its receipt of the customer’s request- Upon request by either party or the
consumer affairs director or designee, the parties shall be required to meet and confer to the extent and at such a place
as the consumer affairs director or designee may consider considers appropriate.

(f) The applicant or customer may make a written request that the commission investigate the disposition of the
informal review. Sueh The written request shall be made within feurteen (143 twenty (20) days of the consumer affairs
division’s notice of disposition. Prier te Before entering an order upon a commission investigation, the commission shall
afford the applicant or customer and the utility notice and an opportunity to be heard.

(g) Without the applicant or customer’s perm‘issibn, the utility shall not disconnect, remove, or restrict any disputed
service until at least fourteen (14} twenty (20) days have elapsed from the postmark date of the consumer affairs division
division’s disposition or the commission’s order upon investigation, if any.

(h) The time frames provided in this section may be extended at the discretion of the consumer affairs division.
(Indiana Utility Regulatory Commission; 170 IAC 7-1.3-9; filed Aug 7, 2002, 10:05 a.m.: 25 IR 4071, eff one hundred
eighty (180) days after filing with the secretary of state or January 1, 2003, whichever is later)

SECTION 8. 170 JAC 7-1.3-10 IS AMENDED TO READ AS FOLLOWS:

170 JAC 7-1.3-10 Customer payments
Authority: IC 8-1-1-3
Affected: IC 8-1-2-4; IC 8-1-2-88

Sec. 10. (a) Except in cases where fraudulent or unauthorized use of utility service is detected and the LEC has
reasonable grounds to believe the customer is responsible for the use, when a residential customer cannot pay an



undisputed bill or the undisputed portions of a disputed bill in full, the LEC shall continue to serve the customer or shall
reconnect the customer if the customer and the LEC agree on a reasonable portion of the outstanding bill to be paid
immediately. The manner in which the balance of the outstanding bill will be paid (the “payment arrangement™) shall
be made in accordance with the following guidelines:
(1) ¥ The customer shows just cause for his or her inability to pay deniable charges (financial hardship shall constitute
just cause), and the customer pays a reasonable portion of suech the amount, not to exceed the greater of either tiwenty
dolars ($20) or twenty-five percent (25%) one-third (/) of all amounts due for deniable charges (unless the
customer agrees to a greater portion).
(2) In deciding on the reasonableness of a particular agreement, the LEC shall consider the following:
(A) The customer’s ability to pay.
(B) The size of the unpaid balance.
(C) The customer’s payment history and length of service.
(D) The amount of time the debt has been and the reasons why the debt is outstanding.
(E) The customer:
(i) agrees to pay:
(AA) the balance of all amounts due in equal monthly installments; and
@) agrees to pay (BB) all undisputed future bills for local service as they become due; and
@i (ii) has not breached any similar agreement with the LEC made pursuant to under this section in the last
twelve (12) months.
(3) The payment arrangement shall provide the customer with adequate opportunity to apply for and receive
the benefits of any available public assistance program.
(4) The payment arrangement is subject to amendment upon the customer’s request if there is a change in the
customer’s financial circumstances.
(5) The LEC may add to the outstanding bill a late payment charge not to exceed the amount set pursuant to section
6(d) under section 6(c) of this rule.

(b) The terms of any payment arrangement made pursuant to under this section shall be put in writing by the LEC and
sent by mail to the customer.

(c) Only one (1) late payment charge may be assessed against the charges applicable to any given month.

(d) If the customer does not meet any of the conditions in subsection (a), the LEC may, but is not obligated to, enter
into subsequent payment arrangements with the customer.

€e) ¥ a customer makes a partial payment on a bill; the LEC shall first apply that payment to any deniable charges: A
partial payment may only be applied to nondeniable charges when all deniable charges have been paid in full-

(e) The LEC shall reconnect service to a customer as soon as reasonably possible but at least within one (1)
working day after the LEC is requested to do so if the customer has satisfied the requirements of this rule.

() ALEC may charge a reasonable reconnection charge not to exceed the charge approved by the commission
in the LEC’s filed tariffs. A LEC shall inform its customers of the reconnection fee under section 5 of this rule.

(g) Partial payments applied toward any past due amount on a bill or on the balance due on a disconnection
notice shall be apportioned to past due regulated local service charges, then to any current local charges, before
being applied by the LEC to any toll or nonregulated charges, unless the customer pays the entire amount past
due or more for regulated services. In that case, any amount paid over the amount past due shall be applied first
to current local charges. (Indiana Utility Regulatory Commission; 170 IAC 7-1.3-10; filed Aug 7, 2002, 10:05 a.m.: 25
IR 4072, eff one hundred eighty (180) days after filing with the secretary of state or January 1, 2003, whichever is later)

SECTION 9. 170 IAC 8.5-2-1 IS AMENDED TO READ AS FOLLOWS:
170 TAC 8.5-2-1 Applicability and scope; billing for service

Authority: IC 8-1-1-3; IC 8-1-2-47; IC 8-1-2-69; IC 8-1-2-89
Affected: IC 8-1-1-3



Sec. 1. Bills for (a) This rule applies to any sewage disposal company that is now, or may hereafter be, engaged in
the business of rendering service ¢z} to the public under the jurisdiction of the commission.

(b) This rule creates the minimum level of service that a sewage disposal company is expected to meet when
providing reasonable quality sewage disposal services to the public and to establish the obligations of both the
sewage disposal company and the customer.

(¢) No sewage disposal company shall discriminate against or penalize a customer for exercising any right
granted by this rule. If a sewage disposal company’s tariff on file with the commission contains provisions that
conflict with this rule, this rule shall supersede any conflicting tariff provisions.

(d) Any sewage disposal company subject to this rule that fails to meet the standards established in this rule
shall be subject to all legal remedies provided by law. Upon complaint or its own motion and after notice and
hearing, the commission may order lawful enforcement mechanisms against a public sewage disposal company
that fails to meet the requirements or standards established in this rule. Nothing in this rule shall prevent the
commission from exercising any authority it may have under applicable law to enforce this rule in the event any
public sewage disposal company fails to comply.

(e) The adoption of this rule shall in no way preclude the commission, upon complaint by a customer, upon its
own motion or upon the petition of any sewage disposal company or the office of the utility consumer counselor,
after notice and hearing, from taking any of the following actions:

(1) Altering or amending this rule in whole or in part.

(2) Requiring any other or additional service, equipment, facility, or standard.

(3) Making such modifications with respect to the application of this rule as may be found necessary to meet

exceptional conditions.

(4) Requiring a sewage disposal company to comply with any other service standards.

(5) At its sole discretion, granting, in whole or in part, permanent or temporary waivers from this rule on an

expedited basis.

The adoption of this rule shall not in any way relieve any sewage disposal company from any of its duties under
the law of this state or rules and orders of the commission.

(D) If any provision of this rule is determined by competent authority to be prohibited or unenforceable, the
provision shall be ineffective to the extent of the prohibition or unenforceability without invalidating the
remaining provisions hereof,

(g) Bills rendered periodically to customers for sewage disposal service shall show at least the following information:
(1) The date of the bill, the time period for which the bill is rendered, or the dates and readings of the water meter, if
used as the basis for the sewage bill, at the beginning and end of the billing period.

(2) The number and kind of units of service supplied, if based upon metered water consumption.

(3) The billing rate code, if any.

(4) The previous balance, if any.

(5) The amount of the bill.

(6) The sum of the amount of the bill and the late payment charge, if any.

(7) The date on which the bill becomes delinquent and on which a late payment charge will be added to the bill.
(8) If an estimated bill of a customer whose sewage bill is based on metered water service, a clear and conspicuous
coding or other indication identifying the biil as an estimated bill.

(9) Printed statements and/or or actual figures, or both, on either side of the bill shall inform the customer of the
seventeen (17) day nonpenalty period.

(10) An explanation, which can be readily understood, of all codes andfer or symbols, or both, used on the bill.

¢b) (h) Requirements concerning delinquencies shall be as follows:

(1) A sewage disposal service bill which that has remained unpaid for a period of more than seventeen (17) days
following the mailing of the bill shall be a delinquent bill.

(2) A sewage disposal bill shall be rendered as a net bill. If the net bill is not paid within seventeen (17) days after the



bill is mailed, it the bill shall become a delinquent bill and a late payment charge may be added in the amount of ten
{0y percent (10%) of the first three €33 dollars ($3) and three (3} percent (3%) of the excess of three (3} dollars ($3).

() Estimated Billing- (i) A sewage disposal company may estimate the bill of any customer whose sewage bill is based
on metered water service purstant to under a billing procedure approved by the commission or for other good cause,
including, but not limited to, the following:

(1) Request of the customer.

(2) Inclement weather.

(3) Labor or union disputes.

(4) Inaccessibility of a customer’s meter if the company has made a reasonable attempt to read it; and the meter.

(5) Other circumstances beyond the control of the sewage disposal company, its agents, and employees.

(Indiana Utility Regulatory Commission; Service for Utilities Rendering Sewage Disposal Service in Ind; Rule 13; filed
Dec 9, 1981, 10:20 a.m.: 5 IR 15; readopted filed Jul 11, 2001, 4:30 p.m.: 24 IR 4233)

SECTION 10. 170 IAC 8.5-2-3 IS AMENDED TO READ AS FOLLOWS:

170 YAC 8.5-2-3 Creditworthiness guidelines; deposit to ensure payment of bill
Authority: IC 8-1-1-3
Affected: IC 32-34-1-20

Sec. 3. (a) Each A sewage disposal company shall determine the creditworthiness of residential applicants or customers
in an equitable and nondiscriminatory method:
(1) without regard to:
(A) race;
(B) color;
(C) creed;
(D) religion;
(E) national origin;
(F) sex;
(G) marital status;
(H) receipt of public assistance; or
(D the economic character of the area wherein the applicant or customer resides; and
(2) solely upon the credit risk of the individual applicant or customer without regard to the:
(A) collective credit reputation of the area in which he or she lives; and
(B) credit history of any other individual residing in the household or the applicant or customer’s spouse.

¢b) Each new applicant for residential sewage disposal service shall be deemed ereditworthy and shall not be required
to make a eash depesit as a condition of receiving serviee if the applicant satisfies the following eriteria:
b ¥ the applicant has been a customer of any utility within the last twe (2) years; the applicant:
bills that were delinguent to any utility or; if service was rendered for a period for less than twelve (12) months; did
€C) within the last twe (2) years did not have a service disconnected by a utility for nonpayment of a bill for services
rendered by that wtility-
2) K the applicant has not been a customer of a utility during the previeus twe (2) years; the applieant shall be deemed
ereditwerthy if any tweo ) of the fellowing eriteria are met:
(A) The applicant either:
) bas been employed by his or her present employer for two (2) years;
(ii) has been employed by his or her present employer for less than twoe (2) years; but has been employed by enly
one (1) other employer during the past tvo (2) years: or
¢ii) has been employed by the present employer for less than twe (2) years and has no previous employer due to
recently:
AA) eraduating from a school; university; or voeational program; or



€ owns or is buying his or her home; or

i) is renting a home or an apartment and has oecupied the premises for more than twe (2) years:
€C) The applicant has eredit cards; charge aceounts; or has been extended credit by a bank or commercial concemn
unless a eredit check shows that the applicant has been in defanlt on any such account mere than twice within the last
twelve (12) months:

(b) A sewage disposal company may require a residential service applicant or customer to satisfactorily
establish his or her financial responsibility (creditworthiness). The sewage disposal company may require a
deposit or other reasonable guarantor to secure payment of bills before providing sewage disposal service if the
applicant or customer is not deemed creditworthy due to any of the following circumstances:

(1) The applicant or customer does not meet or exceed the predetermined minimum credit score selected by the

sewage disposal company using a credit scoring system as provided in the sewage disposal company’s tariff.

(2) The applicant or customer has failed to pay for past due sewage disposal service furnished to him or her at

the same or at another address within the past four (4) years.

(¢) A bill for one (1) class of service (such as commercial) shall not be transferred to a bill for another class of
service (such as residential), nor shall a-bill for one (1) form of sewage disposal service (such as sewer) be
transferred to a bill for another form of sewage disposal service (such as water). Sewage disposal service shall not
be denied for nonpayment of bills for merchandise or other nonutility or unregulated services.

(d) Sewage disposal companies shall treat customers who have filed bankruptcy under federal law in
accordance with the protective provisions of 11 U.S.C. 366, effective October 22, 1994.

€e) (e) If the applicant or customer fails to establish that he or she is creditworthy under subsection (b), the applicant
or customer may be required to make a reasonable eash deposit. Such The deposit shall not exceed one-sixth (*/¢) of the
estimated annual eest of billings for regulated sewage disposal service at the address at which service to be is
rendered to the applicant or customer and shall be paid in full before establishment of service, subject to the
provisions of section 4 of this rule; provided, however, that a deposit shall be based upon estimated regulated
sewage disposal service charges only. If a deposit is greater than seventy one hundred fifty dollars ($703; ($150), the
sewage disposal company shall advise the applicant or customer simultaneously with making a demand for a deposit
that he or she the applicant or customer may pay sueh the deposit in equal installment payments over a period of no
less fewer than eight (8) weeks; three (3) months, and service shall be connected upon receipt by the sewage disposal
company of the first sueh payment. For example, if the total deposit required by a sewage disposal company under
this section is one hundred eighty dolars ($180), the applicant or customer could make three (3) payments of sixty
dollars ($60) over a three (3) month period, and service would be connected after the first sixty dollar ($60)
payment. The applicant or customer shall not be required to make any advanced payments in addition to or in
lieu of a deposit required by this rule in order to receive service. An initial deposit made by a customer shall be
subject to reevaluation upon the request of either the sewage disposal company or the customer, based upon
actual charges for services rendered, at any time after service has been provided. '

&) (f) If the sewage disposal company requires a eash deposit or a written guarantee as a condition of providing
service, then it the sewage disposal company must immediately notify the applicant or customer in writing stating the
precise facts upon which it the sewage disposal company based its decision and provide the applicant or customer with
an opportunity to rebut such the facts and show other facts demonstrating his or her creditworthiness. as provided under
subseetion (b)-

e} (2) A sewage disposal company may require & presest an existing customer to make a reasonable eash deposit,
when or an additional deposit in cases where a deposit has been made and exhausted under this rule under any of
the following circumstances:

(1) The customer has been mailed disconnect notices for two (2) consecutive months.

(2) The customer has been mailed disconnect notices for any three (3) months within the preceding twelve (12) month

period. er

(3) The service to the customer has been disconnected within the past four (4) years pursuant to forty-five (45) days



under section 4 of this rule.

In such cases, notice of the need for a deposit shall be in writing, and the customer shall be given ten (10) business
days from the mailing date of the notice within which to make the deposit. The amount of such the deposit may not
exceed an amount equal to one-sixth ('/¢) of the expected annual billings for regulated sewage disposal service to the
customer at the address at which sewage disposal service is rendered. In the event the required deposit is in excess of
seventy dellars ($70); the sewage dispesal company shall advise the customer that he or she may pay such depesit in
equal installment payments over a period of up to eight (8) weeks; except where such deposit is required as a result of a
disconnection for nonpayment; in which ease full payment of the deposit may be required prior to reconnection- When
the service has been disconnected within the past four (4) years under section 4 of this rule, the deposit shall be
provided before the service will be reconnected. The applicant or customer shall not be required to make any
advanced payments in addition to or in lieu of a deposit required by this rule.

5 (h) Requirements for interest upon deposits shall be as follows:

(1) Depesits A deposit held more than twelve (12) months thirty (30) days shall earn interest from the date of deposit.
at a rate of six percent (6%, per annum or at such other rate of interest as the commission may preseribe following a
public hearing: Beginning on the effective date of this rule, the rate of interest shall be set by the commission
based upon the then existing rate for one (1) year United States Treasury Constant Maturity securities. The
interest rate shall be rounded to the néarest one-half (%4) of one percent (1%). In December of each year, the
commission shall issue a general administrative order establishing the interest rate for the next calendar year
that shall be paid on all deposits held during all or part of the subsequent year.

(2) The deposit shall not earn interest after the date it is mailed or personally delivered to the customer, or otherwise
lawfully disposed of under subsection (i).

&) (1) Requirements for refunds shall be as follows:
(1) Any deposit or accrued interest shall be promptly refunded to the customer without the customer’s request when the
customer

€A) submits satisfactory payment for a period of either:

@) nine (9) suceessive months; or
€1) ten (10) out of any twelve (12) consecutive months without late payment. in twe (2) eonseeutive months: or

B) demonstrates his or her creditworthiness as provided by subsection (b)-
(2) Refunds of deposits or accrued interest issued under this section must be accompanied by a statement of accounting
for each transaction affecting the deposit and interest.
(3) Following customer requested termination of service, the utility sewage disposal company shall do the following:

(A) Apply the deposit, plus accrued interest, to the final bill. er

(B) upen speeific request from the custorer; Refund the remaining deposit plus and accrued interest within fifteen

(15) days after the payment of the final bill.
(4) Each sewage disposal company shall maintain a record of each applicant or customer making a deposit that shows
the following:

(A) The name of the customer.

(B) The current mailing address of the customer. se long as he or she maintains an active account with the sewage

dispesal company in his or her name:

(C) The amount of the deposit.

(D) The date the deposit was made.

(E) A record of each transaction affecting such the deposit.
(5) Each customer shall be provided a written receipt from the sewage disposal company at the time his or her deposit
is paid in full or when he or she makes a eash partial payment. The sewage disposal company shall provide a
reasonable method by which a customer who is unable to locate his or her receipt may establish that he or she is
entitled to a refund of the deposit and payment of interest thereon.
(6) Any deposit made by the applicant, the customer, or any other person to the sewage disposal company (less any
lawful deductions to be refunded), or any sum the sewage disposal company is ordered to refund for sewage disposal
service, that has remained unclaimed for one (1) year after the company has made diligent efforts to locate the person
who made sueh the deposit or the heirs of such the person, shall be presumed abandoned and treated in accordance

with 1€ 32-9-1.5-20¢e)36). IC 32-34-1 et seq.

(7) A deposit may be used by the sewage disposal company to cover any unpaid balance following disconnection of



service under seetion 16 of this rule provided, however, that any surplus be returned to the customer as provided in
subseetion O and this subsection- section.

(i) A deposit shall not be applied to satisfy an applicant or customer’s bill, prior arrearage, or outstanding
indebtedness that is greater than four (4) years old; however, a sewage disposal company may pursue the unpaid
balances via collections or other means provided by applicable law.

(k) At the end of every year of service, if the deposit plus interest is not refunded to the customer, the sewage
disposal company shall automatically refund the accrued interest on the deposit to the customer by crediting the
customer’s account and stating this credit clearly on the customer’s next regular bill.

() A customer who fails to pay a bill by the time specified by the regulations of the sewage disposal company
and commission regarding the prompt payment of bills, and who further fails to pay the bill within a reasonable
period after presentation of a disconnection of service notice for nonpayment, may be required to pay the bill and
to reestablish credit by making a deposit under this rule.

(m) Establishment of credit by deposit shall not relieve a customer from complying with the commission’s rules
for prompt payment of bills. (Indiana Utility Regulatory Commission; Service for Utilities Rendering Sewage Disposal
Service in Ind; Rule 15; filed Dec 9, 1981, 10:20 a.m.: 5 IR 16; filed Oct 19, 1998, 10:14 a.m.: 22 IR 736; erratafiled
Sep 10, 1999, 10:39 a.m.: 23 IR 25; readopted filed Jul 11, 2001, 4:30 p.m.: 24 IR 4233)

SECTION 11. 170 JAC 8.5-2-4 IS AMENDED TO READ AS FOLLOWS:

170 IAC 8.5-2-4 Disconnection and prohibited disconnections
Authority: IC 8-1-1-3; IC 8-1-2-47; IC 8-1-2-69; 1C 8-1-2-89
Affected: 1C 8-1-1-3

Sec. 4. (a) Without Requirements for disconnection upon a customer’s request are as follows:

(1) The customer shall notify the sewage disposal company at least three (3) business days in advance of the day
disconnection is desired. The customer shall remain responsible for all sewage disposal service used and the
billing therefor until the date the customer has requested disconnection pursuant to the notice.

(2) Upon request by a customer to a sewage disposal company to disconnect sewage disposal service in fewer
than three (3) business days, the sewage disposal company shall disconnect the sewage disposal service within
three (3) business days of the request. The customer shall not be liable for any sewage disposal service rendered
to the address after the expiration of the three (3) days.

(3) The customer shall not charge sewage disposal service or authorize the charging of sewage disposal service
to any account that has been disconnected at the customer’s request or otherwise. A customer shall be
responsible for any services he or she charges or authorizes charged to the disconnected account in violation of
the prohibition in this subdivision. ’

(b) Requirements for disconnection without the customer’s request are as follows:
(1) A sewage disposal company may disconnect sewage disposal service without request by the customer and without
prior notice only:
(A) if a condition dangerous or hazardous to life, physical safety, or property exists; er
(B) upon order by any court, the commission, or other duly authorized public authority; ex
(C) if fraudulent or unauthorized use of sewage disposal service is detected and the sewage disposal company has
reasonable grounds to believe the affected customer is responsible for such the use; or
(D) if the sewage disposal company’s regulating or measuring equipment has been tampered with and the sewage
disposal company has reasonable grounds to believe that the affected customer is responsible for suech the
tampering; or
(E) if the sewage disposal company’s equipment is used in a manner disruptive to the sewage disposal service
of other customers.
(2) 1n all other instances; A sewage utility upen providing the customer with proper notice (as defined in Rule 16(E):
disposal company may disconnect sewage disposal service subjeet to the other provisions of these rules- to a
customer based on a delinquent account with the same class of service (such as residential service) for that



customer.

€b) (¢) Requirements for prohibited disconnection are as follows:
(1) Except as otherwise provided in Rule 16(B) subsections (a) and (b), a sewage disposal company shall postpone
the disconnection of sewage disposal service for ten (10) thirty (30) days if, prier to before the disconnect date
specified in the disconnect notice, the customer provides the sewage disposal company with a medical statement from
a licensed physician or public health official which that states that a disconnection would be a serious and immediate
threat to the health or safety of a designated person in the household of the customer. The postponement of
disconnection shall be continued for one (1) additional ten (10) day period upon the provision of an additional such
medical statement to the sewage disposal company. The sewage disposal company shall be required to provide
the customer a total of forty (40) days postponement of disconnection for medical reasons under this subsection
only once in any twelve (12) month period. Further postponement of disconnection may be made at the sewage
disposal company’s discretion.
(2) A sewage disposal company may not disconnect sewage disposal service to the customer for any of the following
reasons:
€A) Upen his failure to pay for the service rendered at a different metering point; residence; or location if such bill
(A) Nonpayment of any nonutility or unregulated utility services.
(B) Upon his the customer’s failure to pay for services to a previous occupant of the premises to be being served,
unless the sewage disposal company has geed reasen reasonable grounds to believe the that customer is
attempting to defraud the sewage disposal company. by using anether name;
(C) Upon his failure to pay for a different form or elass On the basis of the delinquent character of an account of
any other person, except if the customer is the gnarantor of that other person’s account for sewage disposal
service. er
(D) If the customer makes payment arrangements under clause (F).
(E) If a customer is unable to pay a bill that is unusually large due to prior incorrect billing, incorrect
application of the rate schedule, prior estimates where no actual reading was taken for over two (2) months,
or any human or mechanical error of the sewage disposal company, and the customer:
(i) makes a payment arrangement in accordance with the guidelines set forth in clause (F); and
(ii) agrees to pay all undisputed future bills for sewage disposal service as they become due, provided,
however, that the sewage disposal company may not add to the outstanding bill any late fee and, provided
further, that the payment arrangement agreement in item (i) and this item shall be put in writing by the
sewage disposal company and sent by mail to the customer.
(B) (F) Except in cases where fraudulent or unauthorized use of sewage disposal service is detected and the
sewage disposal company has reasonable grounds to believe the customer is responsible for the use, when a
residential customer cannot pay an undisputed bill or the undisputed portion of a disputed bill in full, the
sewage disposal company shall continue to serve the customer or reconnect the customer if the customer and
the sewage disposal company agree on a reasonable portion of the outstanding bill to be paid immediately.
The manner in which the balance of the outstanding bill will be paid (the “payment arrangement”) shall be
made in accordance with the following guidelines:
(i) ¥ The customer shows just cause for his or her inability to pay the full amount due (financial hardship shall
constitute just cause), and said the customer
) pays a reasonable portion (not to exceed $10 or one tenth (110) of the bill; whichever is less one third () of
all amounts due, unless the customer agrees to a greater portion) of the bill and the customer:
€1) (AA) agrees to pay the remainder of the outstanding bill within three (3) meonths; and in equal monthly
installments;
i) (BB) agrees to pay all undisputed future bills for sewage disposal service as they become due; and
&) (CC) has not breached any similar agreement with the utility sewage disposal company made pursuant to
under this rule within the past twelve (12) months. Previded; hewever that
(ii) In deciding on the reasonableness of a particular payment arrangement, the sewage disposal company
shall consider the following:
(AA) The customer’s ability to pay.
(BB) The size of the unpaid balance.
(CC) The customer’s payment history and length of service.
(DD) The amount of time the debt has been and the reasons why the debt is outstanding.



(iii) The payment arrangement shall provide the customer with adequate opportunity to apply for and
receive the benefits of any available public assistance program.
(iv) The payment arrangement is subject to amendment upon the customer’s request if there is a change in
the customer’s financial circumstances.
(v) The sewage disposal company may add to the outstanding bill a late payment charge not to exceed the amount
set pursuant to Rule 13(B)- under section 1(h) of this rule. Provided further, that the above terms of the
agreement shall be put in writing by the sewage disposal company and signed by sent by mail to the customer.
and by a representative of the eempany= Only one (1) late payment charge may be made to the customer under this
section.
(G) H the customer does not meet any of the conditions in clause (F), the sewage disposal company may, but is
not obligated to, enter into subsequent payment arrangements with the customer.
(H) The sewage disposal company shall reconnect sewage disposal service to a customer as soon as reasonably
possible but at least within one (1) working day after the sewage disposal company is requested to do so if the
customer has satisfied the requirements of this rule, '
€E) (D) If a customer is unable to pay a bill, which is unusually large due to prior incorrect reading of the water meter;
billing, incorrect application of the rate schedule, incorrect connection or functioning of the water meter, prior
estimates where no actual reading was taken for over two (2) months, stopped or slow water meter, or any human or
mechanical error of the sewage disposal company, and the customer:
) Pays a reasenable portion of the bill; net to exceed an amount equal to the customers average bill for the twelve
) Agrees to pay the remainder at a reasonable rate; and
(i) makes a payment arrangement in accordance with the guidelines set forth in clause (F); and
&1 (i) agrees to pay all undisputed future bills for sewage disposal service as they become due;
provided, however, that the sewage disposal company may not add to the outstanding bill any late fee. Provided,
further, that the above terms of the agreement shall be put in writing by the sewage disposal company and signed by
sent by mail to the customer. and a representative of the company-
3) If a customer proceeds with a review pursuant to Rule 16:1(B); the sewage disposal company may disconnect only
as provided in Rule 16-{C)-

€e) (d) The time requirements for disconnections are as follows:
(1) No sewage utility disposal company may disconnect sewage disposal service unless it the disconnecting is done
between the hours of 8:00 a.m. and 3:00 p.m., prevailing local time. Disconnections pursuant te Rule 16(3) under
subsections (a) and (b) are not subject to this limitation.
(2) A The sewage disposal company may not disconnect service for nonpayment:
(A) on any:
(i) Friday after noon;
(i) Saturday;
(iii) Sunday; or
(iv) other day en which the company office is closed to the public sewage disposal company’s offices are not
open for business; or
(B) after twelve noon (12:00 neon) of the on any day immediately preceding any before a day en which the
company office is sewage disposal company’s offices are not open te the public for business.

(&) (e) Requirements for notice required prier te before involuntary disconnection are as follows:
(1) Except as otherwise provided herein, sewage disposal service to any residential customer shall not be disconnected
for a violation of any rule or regulation of a sewage disposal company or for the nonpayment of a bill, except after
seven (7) days prior written notice to such the customer by either:
(A) mailing the notice to such the residential customer at the address shown on the records of the utility; sewage
disposal company; or
(B) personal delivery of the notice to the residential customer or a responsible member ofhis or her household at the
address shown on the records of the sewage utility- disposal company.
€©) No disconnect notice for nonpayment may be rendered prior to before the date on which the account becomes
delinquent.
(2) The notice must be in language whick that is clear, concise, and easily understandable to a laymman layperson and



shall state the following in separately numbered large type or printed paragraphs:
(A) The date of the proposed disconnection.
(B) The specific actual basis and reason for the proposed disconnection.
(C) The telephone number of the sewage disposal company office at which the customer may call during the regular
business hours in order to question the proposed disconnection or seek information concerning his or her rights.
(D) The local and toll-free telephone numbers and office hours of the commission.
B3 (E) A reference to the pamphlet or the copy of the rules furnished to the customer pursuant to Rule 162 under
section 6 of this rule for information as to the customer’s rights.
(F) Information as to the customer’s rights, under this rule, including, but not limited to, the following:
(i) That the customer may obtain a temporary waiver of disconnection for a serious illness or medical
emergency under subsection (c).
(ii) That the customer may file a complaint with the sewage disposal company or the commission.
(iii) That if the complaint is not resolved by the sewage disposal company to the customer’s satisfaction, the
customer may file a complaint with the commission.
(iv) That the customer may make payment arrangements under subsection (c)(2)(F).

¢e) (f) The procedure for involuntary disconnection shall be as follows:

(1) Immediately preceding the actual disconnection of sewage disposal service, the employee of the sewage disposal
company designated to perform sueh the function shall make a reasonable attempt to identify himself or herself to the
customer or any other responsible person then upon the premises and shall make a record thereof to be maintained for
at least thirty (30) days.

(2) The employee shall have in his or her possession information sufficient to enable him or her to inform the
customer or other responsible person of the reason for disconnection, including the amount of any delinquent bill of the
customer, and shall request from the customer any available verification that the outstanding bill has been satisfied or is
currently in dispute pursuant to review under Rule 16-1B)- section 5 of this rule. Upon the presentation of such
credible evidence, sewage disposal service shall not be disconnected.

(3) The employee shall not be required to accept payment from the customer or other responsible person in order to
prevent the sewage disposal service from being disconnected. The sewage disposal company shall notify its customers
pursaant to Rule 16:2 under section 6 of this rule of its policy with regard to the acceptance or nonacceptance of
payment by saeh the employee, and shall uniformly follow sueh the policy without discrimination.

(4) When the employee has disconnected the sewage disposal service, he or she shall give to a responsible person at
the customer’s premises, or if no one is at home, shall leave at a conspicuous place on the premises, a notice stating
that sewage disposal service has been disconnected and stating the address and telephone number of the sewage
disposal company where the customer may arrange to have sewage disposal service reconnected.

B (g) Requirements for reconnection are as follows:
(1) A sewage disposal company may charge a reasonable reconnection charge, not to exceed the charge approved by
the commission in the sewage disposal company’s filed tariffs, to compensate the sewage disposal company for the
costs of disconnecting and reconnecting the sewage disposal service. The sewage disposal company shall inform its
customers of such the reconnection charge pursuant to Rule 16-2- under section 6 of this rule.
(2) If the sewage disposal company disconnects sewage disposal service in violation of the rules, the sewage disposal
service shall immediately be restored at no charge to the customer.
(3) The sewage disposal company must reconnect the sewage disposal service to the customer as soon as reasonably
possible but at least within five (5) working days after requested if conditions permit; provided, however, that the
sewage disposal company shall not be required to reconnect the sewage disposal service until:
(A) the conditions, circumstances, or practices whieh that caused the disconnection have been corrected; and
(B) payment of all delinquent and reconnection charges owed the utility sewage disposal company by the customer
and any deposit authorized by these rules this article has been made.
(Indiana Utility Regulatory Commission; Service for Utilities Rendering Sewage Disposal Service in Ind; Rule 16; filed
Dec 9, 1981, 10:20 a.m.: 5 IR 17; readopted filed Jul 11, 2001, 4:30 p.m.: 24 IR 4233)

SECTION 12. 170 JAC 8.5-2-5 IS AMENDED TO READ AS FOLLOWS:

170 IAC 8.5-2-5 Complaints and review



Authority: IC 8-1-1-3; IC 8-1-2-47; IC 8-1-2-69; IC 8-1-2-89
Affected: IC 8-1-2-34.5

Sec. 5. Complaints and Review- (a) Complaint The procedure for customer complaints to the sewage disposal
company is as follows:
(1) A An applicant or customer may complain at any time to a sewage disposal company about any bill, whieh is not
delinquent at that time; security deposit, disconnection notice, or any other matter relating to its sewage disposal
service and may request a conference thereon. Suek The complaints may be made in person, by telephone, in writing,
or by completing a written or electronic form available from either the Commission or from the sewage disposal
company. at its business effices- A complaint shall be considered filed upon receipt by the sewage disposal company,
except mailed complaints shall be considered filed as of two (2) calendar days after the postmark date. In making a
complaint and/er or request for conference, the applicant or customer shall state at a minimum, the following:
(A) His or her name.
(B) The service address. and
(C) His or her telephone number.
(D) The general nature of this his or her complaint.
(2) Upon receiving-each such the complaint or request for conference, the sewage disposal company shall take the
following actions:
(A) Immediately notify the applicant or customer that any undisputed portion of a bill shall be paid by the
date due in order to avoid disconnection of sewage disposal service in accordance with section 4 of this rule.
) Shall (B) Promptly, thoroughly, and completely investigate sueh the complaint, attempt to confer with the
applicant or customer when requested and notify in weiting; the applicant or customer of the results of its the
sewage disposal company’s proposed disposition of the complaint after having made a good faith attempt to resolve
the complaint. During the investigation, no collection action shall be taken for items that are being disputed,
and there shall be no negative impact on the applicant or customer’s credit rating.
(C) Without the applicant or customer’s permission, the sewage disposal company shall not disconnect,
remove, or restrict any sewage disposal service that is the subject matter of the complaint while investigating
the complaint or making a good faith attempt to resolve the complaint.
(D) Charges that are disputed by the applicant or customer shall not be treated as delinquent while an
investigation is pending.
(E) After investigation, the sewage disposal company may rebill the disputed charges in the next billing cycle
if the investigation determined that the charges were appropriate.
B) Such writter (F) H the sewage disposal company’s proposed disposition is not in the applicant or
customer’s favor, the sewage disposal company shall notify the applicant or customer of the disposition in
writing if the complaint was made in writing. If the sewage disposal company’s proposed disposition is not in
the applicant or customer’s favor, the sewage disposal company shall notify the applicant or customer in
writing or orally, if the complaint was made orally. The notification shall include contact information for the
commission, including the commission’s mailing address, toll-free complaint number, and local telephone
number. A sewage disposal company shall direct its personnel engaged in contact with an applicant or
customer to inform the applicant or customer, if he or she expresses dissatisfaction with the decision of the
personnel, of the right to have the problem considered and acted upon by supervisory personnel of the sewage
disposal company. A sewage disposal company shall further direct the supervisory personnel to notify the
applicant or customer who expresses dissatisfaction with the decision of the supervisory personnel of the right
to have the problem reviewed by the commission’s consumer affairs division and shall furnish him or her the
business address and telephone number of the commission. The notification shall advise the applicant or
customer that if he or she is dissatisfied with the sewage disposal company’s disposition, the applicant or
customer may, within seven (7) twenty-one (21) days, following the date in which such notification is mailed;
request a review of such propesed dispesition by the Commission- file a complaint with the commission’s
consumer affairs division (under section 9 of this rule). The payment of a deposit as requested by the sewage
disposal company shall not foreclose or in any manner affect the applicant or customer’s right to appeal
under IC 8-1-2-34.5 or other applicable law.
(G) If at any time the applicant or customer files a complaint with the commission regarding a dispute with a
sewage disposal company, the procedures set forth in subsection (b) shall apply. Any disconnection of the
applicant or customer’s sewage disposal service shall be governed by section 4 of this rule.
(H) A sewage disposal company shall retain a written record of complaints and requests for conferences for at



least eighteen (18) months after the complaint or request for conference is made. The records shall be
maintained at the office or branch office of the sewage disposal company or in the respective department
office thereof where the complaints were received or any conferences were subsequently held. The written
records are to be readily available upon request by the:

(i) concerned applicant or customer;

(ii) applicant or customer’s agent possessing written authorization; or

(iii) commission.
(D) A sewage disposal company shall, at the request of the commission, submit a report covering the previous
twelve (12) month period to the commission that shall state and classify the following:

(i) The number of complaints made to the sewage disposal company under this rule.

(ii) The general nature of the subject matter thereof.

(iii) How the complaint was received.

(iv) Whether a commission review was conducted thereon.

(b) Review- The procedure for customer complaints to the commission is as follows:
(1) An individual or entity may informally complain to the commission’s consumer affairs division with respect
to any matter within the jurisdiction of the commission. The complaints may be made in person, by telephone,
in writing, or by completing a written or electronic form available from the consumer affairs division. A
complaint shall be considered filed upon receipt by the commission, except mailed complaints shall be
considered filed as of the postmark date. In making a complaint, the applicant or customer shall state, at a
minimum, the following:

(A) His or her name.

(B) The service address.

(C) His or her telephone number.

(D) The name of the sewage disposal company involved.

(E) The general nature of his or her complaint.
(2) Without the applicant or customer’s permission, the sewage disposal company shall not disconnect, remove,
or restrict any sewage disposal service that is the subject matter of the complaint while any commission review
or investigation of the complaint is pending. The applicant or customer shall continue to pay all undisputed
charges. In those instances when the applicant or customer and the sewage disposal company cannot agree as to
what portion of a bill is undisputed, the applicant or customer shall pay on the disputed bill an amount equal to
the applicant or customer’s average bill for the twelve (12) months immediately preceding the disputed bill. In
those cases where the applicant or customer has received fewer than twelve (12) bills, the applicant or customer
shall pay an amount equal to one-twelfth (*/;,) of the estimated annual billing for sewage disposal service to be
rendered to the applicant or customer.
5 (3) Ifthe applicant or customer is dissatisfied with the sewage disposal company’s notice of the sewage disposal
company’s proposed disposition of the complaint as provided in Rule 16-1{A)(2); he subsection (a), the applicant or
customer may, request the Commission in writing within seven (7) twenty-one (21) days following the date on which
Such request shall certify that the customer has also sent a copy of his request for review to the sewage dispesal
company invelved: after the postmark date of the notice, file an informal complaint with the commission’s
consumer affairs division.
(4) Upon receiving an informal complaint, the following actions shall be taken:

(A) The sewage disposal company shall be notified that a complaint has been made.

(B) The complaint shall be investigated.

(C) The applicant or customer and the sewage disposal company shall be notified of the decision made on the

complaint in accordance with applicable law.
(5) Requirements for an informal review are as follows:

(A) The applicant or customer or the sewage disposal company may make a written request that a decision

made under subdivision (4) be reviewed informally by the consumer affairs director or designee. Such written

request shall be made within fourteen (14) days of the decision. The records of the commission relating to the

reviews shall be kept in a systematic order.

(B) Upon receiving such a request for an informal review, the Commission consumer affairs director or designee

shall provide an informal review within twenty-ene 1) days: in a timely manner. The review shall consist of not

less than a prompt and thorough investigation of the dispute and shall result in a written decision to be mailed to the



applicant or customer and the sewage disposal company. within thirty (36} days after its receipt of the eustomer’s
request- Upon request by either party or the Commission; consumer affairs director or designee, the parties shall
be required to meet and confer to the extent and at such a place as the Commission may consider to be consumer
affairs director or designee considers appropriate.
) The records of the Commission relating to such review shall be kept in a systematic order
(6) The applicant or customer may make a written request that the commission investigate the disposition of the
informal review. The written request shall be made within twenty (20) days of the consumer affairs division’s
notice of disposition. Before entering an order upon a commission investigation, the commission shall afford the
applicant or customer and the sewage disposal company notice and an opportunity to be heard.
(7) Without the applicant or customer’s permission, the sewage disposal company shall not disconnect, remove,
or restrict any disputed sewage disposal service until at least twenty (20) days have elapsed from the postmark
date of the consumer affairs division’s disposition or the commission’s order upon investigation, if any.
(8) The time frames provided in this section may be extended at the discretion of the consumer affairs division.

Previded; however; that if a review by the Conumission of the company’s propesed dispesition of the complaint is
requested by the customer as provided by Rule 16-1(B)(1) within seven (1) days afier the mailing of such propesed
elapsed from the date of mailing of the Conumission’s decision upon and pursuant to such review if the eustomer whe
has requested such review has paid and continues to pay all fisture undisputed bills prier to their becoming delinguent:
) In these instanees when the customer and the company eannet agree as to what portion of a bill is undisputed; it
shall be sufficient that the customer pay on the disputed bill an amount equal to his average bill for the twelve (12)
twelve (12) bills; in which event the eustomer shall pay an amount equal to 112 of the estimated annual cost of serviee
te be rendered to the eustomer-

€d) Record of Complaints-
b Each sewage dispesal company shall keep a written record of complaints and requests for conference pursuant to
Rule 16-1- Such records shall be retained at the office or branch office of the company or in the respective department
we%m%%mdﬂy%ﬂa&em%@%mmmwwmm
or the Commission:
2) Each sewage dispesal company shall annually submit a report to the Commission which shall state and elassifyr the
number of complaints made to the company pursuant to Rule 16-1; the general nature of the subject matter thereof; how
received (in person; by letter; ete:) and whether a Commission review was conducted thereon:
(Indiana Utility Regulatory Commnission; Service for Utilities Rendering Sewage Disposal Service in Ind; Rule 16.1;
filed Dec 9, 1981, 10:20 a.m.: 5 IR 19; readopted filed Jul 11, 2001, 4:30 p.m.: 24 IR 4233)

SECTION 13. THE FOLLOWING ARE REPEALED: 170 IAC 4-1-15; 170 IAC 4-1-16; 170 IAC 4-1-16.5; 170 IAC
4-1-16.6; 170 IAC 4-1-17; 170 TAC 5-1-15; 170 JIAC 5-1-16; 170 IAC 5-1-16.5; 170 JAC 5-1-16.6; 170 IAC 5-1-17; 170
TAC 6-1-15; 170 TIAC 6-1-16; 170 IAC 6-1-17.

SECTION 14. SECTIONS 1 through 13 of this document take effect one hundred eighty (180) days after filing
with the secretary of state.

Notice of Public Hearing

Under IC 4-22-2-24, notice is hereby given that on September 22, 2004 at 10:30 a.m., at the Indiana Government
Center-South, 302 West Washington Street, Training Center Room 10, Indianapolis, Indiana the Indiana Utility
Regulatory Commission will hold a public hearing on proposed amendments to the customer service rights and
responsibilities rules for utilities. Copies of these rules are now on file at the Indiana Government Center-South, 302
West Washington Street, Room E306 and Legislative Services Agency, One North Capitol, Suite 325, Indianapolis,



Indiana and are open for public inspection.

William D. McCarty
Commission Chairman
Indiana Utility Regulatory Commission



